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ABSTRACT 
Comparisons of the Perceptions of Educators 
Trainers, and Trainees Toward Selected 
Hospitality Management Training Techniques 
September, 1984 
John B. Knight, B.A., Michigan State University 
M.B.A., University of Toledo 
Ed.D., University of Massachusetts 
Directed by: Professor Kenneth Ertel 
As the hospitality industry continues to grow, each management 
training program develops its own curriculum. No basic agreement exists 
concerning what should be taught. In fact, most program administrators 
are largely unaware of what other programs are doing. 
Survey data were gathered from 29 educators at four year educa¬ 
tional institutions, 20 trainers at industrial management training cen¬ 
ters, and 183 trainees attending these training centers. Questionnaires 
asked about topics covered in training, the training techniques used, 
and the evaluation techniques used. Questionnaires were sent by mail 
to teachers who had already agreed on the phone to participate. 
The data were analyzed by computer. Analysis revealed that train¬ 
ers generally perceived their training programs in a more positive 
light than did trainees. This could be due to exaggeration on the part 
of trainers, or lack of knowledge on the part of trainees. Whatever 
the reason, this fundamental difference suggests that teachers should 
more completely communicate the goals and procedures of their programs 
to students. 
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The differences between trainers and educators suggest many possi¬ 
ble areas of improvement for educational programs. For example, educa¬ 
tional institutions could emphasize more supervisory/administrative 
training and training in technical/practical subjects. In particular, 
training in computers should be made available to all students. In¬ 
stead of relying so heavily on the traditional lecture and laboratory 
techniques, they could add more innovative and/or flexible ones like 
seminar/group discussions, individualized development, management games 
and simulations, and visual aids. On-the-job training in particular 
should be made available to all students. Finally, educators should 
expand the use of evaluation techniques like oral feedback and peer 
evaluation rather than depending too heavily on traditional exams and 
papers. 
vi 
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CHAPTER I 
STATEMENT OF THE PROBLEM 
The training of hospitality management employees is the number 
one topic of concern for the hotel/restaurant industry through the 
1980's. The proper education of prospective hospitality management em¬ 
ployees in four-year university programs is crucial in meeting the de¬ 
mand for trained managers needed by industry. The problem exists that 
many hospitality educators are not certain what a proper hospitality 
education should include. Standardized curricula among programs have 
not been established. Teaching and training techniques vary from school 
to school. Research has not indicated what hospitality management pro¬ 
grams are doing in common nor what subjects are being taught by a major¬ 
ity of the schools. In other words, while industry successfully imple¬ 
ments new training programs utilizing the most sophisticated techniques 
available, hospitality management education has doubts about what sub¬ 
jects to teach as well as what methodologies to use. 
This problem of not knowing in which direction to go regarding the 
education of prospective hospitality management employees is why numer¬ 
ous programs are now undergoing curriculum research to meet the demands 
of the decade ahead. The School of Hotel Administration at Cornell 
University is projecting its needs through the 1990's presently, and 
will turn to both industry and education to determine how best to change 
its programs to meet the needs of tomorrow. The University of Houston's 
Conrad N. Hilton Hotel School is doing the same prior to spending some 
$21 million on new facilities and staffing. 
1 
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There is a tremendous need today to know exactly what constitutes 
the best hospitality education because resources are tight and are not 
becoming any more readily available. Federal spending is being cut 
back and support of higher education has never been lower. Educators 
must be correct in their assessment of trends and what tomorrow's stu¬ 
dents will need to be the best managers. Furthermore funds cannot be 
wasted on unnecessary facilities, equipment, staff, etc. if what is be¬ 
ing taught is not as effective as it might be. 
In sum, the problem is that educators are not totally aware of 
what each of the four-year hospitality management programs are offering 
students. What is being taught is based on individual program prefer¬ 
ences with little consideration given as to what subjects are presented 
or methodologies are used by other educational institutions. Industry 
is not being considered as carefully as it must be. In the following 
sections, the Purpose of the Study, Overview of Method, and Significance 
of the Study wi11 be presented. 
Purpose of the Study 
In its initial stages, this research study will identify the man¬ 
agement training techniques currently being used in industry and educa¬ 
tion as a whole (see Chapter II). The strengths and weaknesses of se¬ 
lected hospitality management training techniques will also be identi¬ 
fied for the purpose of understanding what industry is doing (see Chap¬ 
ter III). 
Then, data collected from industry training programs and four- 
3 
year hospitality management programs will be analyzed in terms of tech¬ 
niques used and subjects taught to educate prospective hospitality man¬ 
agement employees. The purpose of the study then is to assist hospital¬ 
ity management programs across the nation to better plan for the future 
of their educational offerings by considering what industry and educa¬ 
tion are doing as a whole. 
First, through a current literature search, techniques used in 
industry to train management employees will be reviewed. As stated 
earlier, the strengths and weaknesses of selected hospitality manage¬ 
ment training techniques will be identified. 
Following these initial investigations, both hospitality industry 
leaders and hospitality management program directors and educators will 
be surveyed to determine their beliefs in what techniques should be 
used and what subjects should be taught to train and educate hospital¬ 
ity management employees. In addition, actual management trainees will 
be surveyed to determine if what they think agrees with what their 
trainers think. Again, by comparing the answers received, this study 
will reveal the most up-to-date information regarding what is being 
taught by which techniques in both industry training and hospitality 
education. 
Overview of Method 
The individual trainers to be surveyed were typically directors 
of training for major hospitality businesses. Their names were found 
through CHART (Council of Hotel and Restaurant Trainers) and represent 
4 
a large cross-section of American organizations. The educators sur¬ 
veyed were either directors of the programs or senior faculty members. 
Cornell University faculty were not asked to participate because this 
study originated from that School of Hotel Administration. 
Surveys were developed through the guidance of Dr. Charlotte 
Rahaim at the University of Massachusetts and three Ph.D. psychologists 
at the U.S. Army Natick Research and Development Laboratories, Natick, 
Massachusetts. Other individuals have had input in that the results of 
the survey will have far-reaching effects on many businesses and educa¬ 
tional institutions. 
The terms used throughout the study are known to hospitality in¬ 
dustry personnel and educators alike. The subjects being taught are 
listed in the surveys and are self-explanatory. The techniques used to 
train or educate refer to the methodologies used by trainers and educa¬ 
tors to convey their messages to both trainees and students alike. Oth¬ 
er terms used are traits common to prospective managers as well as 
course titles familiar to hospitality educators and college graduates. 
Significance of the Study 
In conclusion, by attempting to compare the survey results from 
industry trainers, trainees, and hospitality educators, this study will 
provide the first look into the hospitality training and educating 
trends of the 1980's. Both industry and education will be able to ap¬ 
ply this research knowledge in designing training and educational pro¬ 
grams for tomorrow's management employees. The significance of the 
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study will be seen as each individual survey is analyzed and compared 
with the next indicating the agreement or disagreement among those of¬ 
fering their opinions on hospitality education and training. 
CHAPTER II 
REVIEW OF LITERATURE CONCERNING MANAGEMENT 
TRAINING TECHNIQUES 
Introduction 
This chapter focuses on the management training techniques used 
in industry and education based on a current literature search. It com¬ 
pares and contrasts manpower development techniques which might be ap¬ 
propriate in the hotel and restaurant industry. Video Communications 
are first reviewed followed by Individual Development. Computer Assist¬ 
ed Instruction is next considered. Group Discussions/Seminars/Lectures 
and Teleconferencing conclude this paper. A bibliography of current 
literature is also included at the end of this report. 
Video Communications 
Video has become the prime medium over the past decades for train¬ 
ing applications ranging from management development and supervisory 
skills to product knowledge and new employee orientation. Technologi¬ 
cal innovations have made video easier to use and at the same time have 
exponentially decreased the cost of basic equipment. 
Surveys conducted by U.S. Training Census and Trends Report 1982 
confirmed that the use of video in training and development efforts is 
substantial. Of the respondents selected from Dun and Bradstreet list¬ 
ings to represent companies ranging across the U.S. economy, more than 
half indicated that their organizations own video playback equipment 
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used primarily for training purposes. Responses to a second survey sent 
to Training subscribers indicated that more than 85% use video programs 
in their training departments. Video is also one of the most popular 
mediums for trainers who opt to build, rather than buy, training pro¬ 
grams. Out-ranked in frequency of in-house production only by overhead/ 
opaque projectuals (82%) and slides and slide/tapes (65%), video train¬ 
ing programs are produced by 53% of Training subscriber respondents. 
More than 50% also purchase video programs off the shelf; 22% maintain 
that their video training is customer produced. 
Trainers' purchase preferences in video equipment indicate that 
both the 1/2 inch and 3/4 inch formats are used in training departments: 
36% own an average of one to five 1/2 inch video recorder/players; 46.5% 
own one to five 3/4 inch recorder/players; and a mere 7% own an average 
of one 1/4 inch recorder player. When it comes to future purchase 
plans, however, slightly more respondents elect the 1/2 inch format; 
14% indicate they plan to purchase a 1/2 inch recorder/player or a play¬ 
back only unit within the next twelve months. Not surprisingly, video 
cassettes/cartridges are by far the most popular tape choice, with 47» 
of the respondents planning a purchase within the next twelve months. 
Video use among trainers continues to grow, primarily because it 
is a relatively inexpensive medium which is familiar to trainers and 
lends itself to many types of training situations where dramatization 
is helpful. It is particularly effective in giving an overview of a 
concept and can be used in conjunction with other media for the speci¬ 
fics. 
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The latest high tech advance in video-interaction programs that 
combine its audio and visual capabilities with the branching capacity 
of computer-assisted instruction may become the medium of choice for 
some training applications, notably simulations, for well-heeled train¬ 
ing departments for the future. Currently, nearly one out of five of 
the respondents say that they are using some form of interactive video. 
Today, film strips seem a giant anachronism, having been almost 
totally replaced by video. It seems incomprehensible, therefore, as to 
why a sales trainer for an organization that has used videotape and 
sound/like media for years would suddenly switch to film strips for a 
major new training series. On closer examination, however, the strategy 
does seem to make perfectly good sense. Being used by Josten's Scholas¬ 
tic Division based in Bloomington, MN, the film strips are part of a 
training program delivered individually in small groups by sixteen re¬ 
gional managers to more than 400 Josten's Scholastic Division sales rep¬ 
resentatives throughout the country. 
The example of Josten's is an interesting one, as it throws some 
important light on the advantages in favor of using film strips in cer¬ 
tain special cases. These may be listed as the following. 
1) Film strips are better to use in "field" situations as they are 
easy to use and are portable. 
2) Because they are simple to operate, the trainer need not ac- 
quire any specialized knowledge to run them. Furthermore, while oper¬ 
ating it, he is almost guaranteed not to be confronted with any techni¬ 
cal problems and is therefore free to concentrate on training. 
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3) Film strips may be used in enough quantity to make them far 
less expensive than sound/slide programs or video tapes. 
4) The film strips are light and compact, making them inexpensive 
to ship. 
The case of Josten's has a lot to offer in terms of helping us 
realize that one of the major considerations is the choice of equipment 
and format. Although most film strip units are designed for use with 
an audio cassette and with sprocketed film in one of the standard widths 
available for still photography, there are many noncompatible formats. 
Choice of a brand of projector and specific format, therefore, is a de¬ 
cision to be made after great deliberation. The Josten example and the 
great emphasis put on realism is a novel way of making film strips. 
There is an immediate identification established for the observers and 
the films are not viewed as another "impractical" suggestion that would 
not work in reality, but a viable and suitable alternative to pursue. 
Finally, video films have a major role to play in the transfer of 
learning systems from the developed to the developing countries. In ef¬ 
fecting this transfer, one should be cautious not to fall prey to the 
naive and simplistic belief that learning systems that are peculiar to 
the developed countries may be transplanted intact and applied in non¬ 
western developing countries. Many experts, when scanning the history 
of international experiences, would agree with a statement Mels Schnapper 
made years ago: "The history of international development efforts is 
strewn with the wreckage of many projects. One of the major conclusions 
that emerges from this history is the lack not of technical skills, but 
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of the interpersonal and intercultural skills.” Technology transfer ex¬ 
tends beyond providing only technical skills. Equally important is con¬ 
sideration extended towards the development of interpersonal and inter- 
cultural skills. 
Educational technology has numerous definitions. At one extreme 
is the simplistic definition which encompasses the tools and aids in 
education such as chalk, chalkboard and eraser. At the opposite end of 
the continuum, sophisticated interactive computerized video and simula¬ 
tions may meet the definition of educational technology. 
At present, many study projects are being conducted to determine 
the best approaches to implementing educational technology (especially 
through micro computers) in developing countries. The Japanese have de¬ 
veloped a digital system that uses standard audio cassettes for the pre¬ 
sentation of a branching program and multicolored audiovisual interac¬ 
tive system which promises potentially inexpensive programs. Elsewhere 
in the world, Apple computers and software have been adapted in Arabic; 
widespread use of micro computers exists throughout Europe; and simula¬ 
tions and simulators are being used in the energy and transportation 
field worldwide. However, one should always bear in mind that the in¬ 
troduction of educational technology must consider the cultural mores, 
value systems, perceptual framework and information processing patterns 
within each society. 
Individual Development 
A number of recent articles point clearly to the need for individ 
ual professional development in addition to those formalized training 
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experiences which have been discussed earlier. Nadler, himself a pro¬ 
fessor of adult education and human resource development, recommends 
continuation of the instructional process through a number of ways that 
allow an individual to keep up with changes in a chosen profession. 
Networking, the purposeful relationship of one person or persons 
to another person or group, "facilitates a direct and free exchange, 
which is part of keeping up to date" (Nadler, 1982). Nadler stresses 
reading as a "significant" avenue for the continuation of professional 
growth and recommends magazines (defined as a transient type of litera¬ 
ture) of three types, regular professional magazines within the field 
of human resource development (HRD), other professional magazines in re¬ 
lated professional areas, and magazines in a variety of fields. Books, 
both within and outside the human resource development field, are an ad¬ 
ditional source for keeping professionally relevant. 
The role of learner in formal or informal situations, is recommend¬ 
ed for those professionals who instruct and/or consult on a formal ba¬ 
sis. Reinforcement in the learning process, in this instance, from the 
vantage point of the student helps the professional teacher to refamil¬ 
iarize him/herself with the frustrations and difficulties encountered 
by the student role. 
Conferences, conventions, meetings, and seminars are designed to 
develop professional skills. Attending sessions and deriving maximum 
benefits from this attendance can be enhanced by selecting sessions that 
contribute to professional growth and/or provide information about un¬ 
familiar topics. 
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Client relationships with outside individuals which help to keep 
classroom instruction relevant, involvement in learning situations which 
challenge one's practices and beliefs, exploration of new technology 
(computer literacy, teleconferencing), keeping up with professional 
correspondence, and volunteerism are additional means of adding to one's 
professional growth. 
Phillips identifies the most important reason for manager self- 
improvement as a way to gain "self-respect and the satisfaction of ac¬ 
complishment" (Phillips, 1980). Obstacles to this goal of self-improve¬ 
ment include insufficient time, inefficient use of time, and unwilling¬ 
ness to delegate authority for task completion to the most appropriate 
person. The author suggests that a program be mapped out for self- 
improvement by identifying areas of improvement, determining weaknesses, 
and improving these particular areas. Vocabulary development, reading, 
maximization of formal training programs, professional part-time educa¬ 
tional experiences, volunteer organizations, and company-sponsored ac¬ 
tivities should all form components of a continual process of self¬ 
development. 
Increasing in importance is the role of mentoring, defined as the 
sharing of information by managers in senior positions with younger 
junior members through the giving of advice, guidance, and patronage. 
Linda Phil 1ips-Jones hypothesizes that a formalized mentoring process 
can be successfully implemented in organizations, if certain elements 
of the process are in place. The author considers several critical fea 
tures gathered from a review of mentoring programs, as essential ele- 
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ments of a successful mentoring program: 
1) Ensure that top management supports the mentoring process. 
2) Make the mentoring program part of a larger career develop¬ 
ment or management training effort. 
3) Insist that participation in the mentoring program be 
vol untary. 
4) Keep each phase or cycle of the program short. 
5) Select mentors and mentees carefully. 
6) Provide an orientation for mentors and mentees. 
7) Allow mentors "structured flexibility." 
8) Be prepared for potential challenges. 
9) Build in a monitoring system. 
(Phil 1ips-Jones, 1983) 
Clutterbuck (1982) describes the mentor as "a special kind of 
person--secure, willing to take risks, warm and caring" who choose as 
their mentees "people like themselves." The mentor must expect to make 
the initial contacts while realizing that the mentor-mentee relation¬ 
ship will take time and continued input. At the same time, the mentor 
is cautioned not to expect more from the relationship, in terms of time, 
than is reasonable. 
Computer-Assisted Instruction 
Definition and Development 
CAI (Computer-Assisted Instruction), although off to a slower 
start than anticipated because of lack of information and hardware in- 
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novation, has been picking up momentum. Optimistic research from Bell 
Laboratories "predicts that by 1990 about 10% of all industrial train¬ 
ing will use computers in some form, and will increase to 50% by the 
year 2000" (Seldon& Schultz, Training HRD, November, 1982). Simply, CAI 
is an interactive learning environment in which the computer makes, fa¬ 
cilitates, and implements the final information presentation based on 
communication from the learner. Yet, executing a successful computer- 
based learning experience is not a simple task. There is evidence that, 
when properly used, CAI offers results that surpass the traditional 
learning techniques as is outlined by the Seldon and Schultz article. 
The trainer is still the key in a learning situation, and it is his re¬ 
sponsibility to make the best use of this new information source. In 
combination, the computer and the trainer can provide an environment of 
individualized instruction, repetition, and reinforcement while main¬ 
taining a progress record. 
D. B. Thomas, in "The Effectiveness of Computer Assisted Instruc¬ 
tion in Secondary Schools" (AEDS 12(3) 103-116) studied the difference 
in achievement levels between CAI and traditional methods. The results 
were at least equivalent, and positive results were substantial—from 
10 to 50% better. His studies consistently indicated that CAI trainees 
were learning "significantly faster" —up to "twice as fast." Further 
study revealed that although retention may not be greater, the average 
case showed a more favorable attitude toward CAI learning, and liked the 
subject better because of it. 
Angus Reynolds (Training and Output Journal, October, 1982) de- 
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scribes the application of computers for human resource development to 
be "important, or even essential, technological multipliers." When com¬ 
puter application is considered, jobs are often a great concern. Tech¬ 
nological multiplication is designed not to cut a person out of a job, 
but to multiply his power so he may serve many more that would otherwise 
go unhelped. 
The latest advent to the training spectrum is the interactive 
video. It takes the "nontraditional" form of CAI one step further by 
presenting greater visual accompaniment. Training films can be added 
to a learning program so that outlets worldwide can receive an oral and 
visual message as well as a written one. For example, at the end of a 
visual presentation, the user responds to a series of questions. The 
answers are evaluated by the system, and an appropriate program will be¬ 
gin a training or reinforcement process. Advanced systems offer models, 
simulations, and actual "hands on" training. 
Uses by Trainers--Applications 
There are a variety of ways CAI is being used in industry, and 
many new frontiers are becoming available to it. The development of 
newly industrialized countries is the best ground for computer based 
learning, as it has been proven first in other nations. Major airlines 
adopted it five years ago where extensive use of graphics and animation 
are now common. Display of flight panels may be used to simulate the 
operation on an aircraft, so proficiency is insured when testing with 
the larger flight simulator and eventually the real thing. United Air¬ 
lines' project began in 1978 and achieved excellent results. Training 
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time was reduced from 28 to 9 1/2 days (± 4-15 days) and first year 
savings nearly reached $72,000.00. Now, estimated savings are greater 
than $175,000.00. 
The petroleum industry, recognizing the need for more geophysi¬ 
cists, has designed courseware to aid in achieving these ends. It will 
be available to its dozen members from major oil companies and others 
this year. 
A non-U.S. medical school has been using computer based learning 
(CBL) since 1969 for its students in the area of cardiology. The sys¬ 
tem can simulate virtually any heartbeat as heard by the stethoscope, 
anywhere on the body. Several U.S. university engineering programs 
showing high enrollment have suffered the loss of trained engineers for 
instruction. Full curricula are expected to be available this academic 
year. The programs are designed for multimedia presentations, testing, 
recordkeeping, and assignment work. There are now more than 100,000 
computers in U.S. schools, compared with 52,000 eighteen months ago, or 
approximately one for every 400 students. Minnesota is the leader with 
one for every 50 students. Apple Company has agreed to install one com¬ 
puter in every public school in the U.S. (a total of 80,000 at a retail 
cost of $200 million). The Vankelovich poll showed 57% thought personal 
computers would help children to do arithmetic better. 
The manufacturing industry has been experiencing difficult train¬ 
ing problems. As microprocessor control systems come into use, the 
need for mass training enlarges. One example is the car industry and 
use of robotics on the assembly line. They have become so sophisticated 
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that even recent engineering graduates are outpaced by the new micro¬ 
processor technology. A non-U.S. manufacturer has developed a project 
to update its electricians by using on-site computer based learning. 
The U.S. government has been noted for cost effective application 
of CBL. The Federal Aviation Administration has used it for a decade. 
Most recently, the FAA has been delivering instructions and programs to 
technicians and flight inspection personnel at 40 different sites. 
Further, the U.S. government has found a way to provide business know¬ 
ledge to new business owners by the SMA or Small Business Administra¬ 
tion. There are nine aspects which cover major topics of operating a 
small business. This is currently available in 30 cities throughout the 
United States and provides valuable information on location, record sys¬ 
tems, cash flow, taxes, depreciation, inventory, quality control, etc. 
The plutonium facility of the Los Alamos National Laboratory uses 
CAI in daily work. While experimenting with radioactive isotopes, the 
technicians are learning the proper protocol for performing various 
tests required for research. In order to prevent any contact with the 
isotopes, the computer's part is to provide simulations and interactive 
video training for employees. 
Why Trainers are Coming "On-Line" 
A good word to describe the benefit derived by CAI is versatility, 
or flexibility. There are several benefits to reap: 
1. Elimination of lecture hall training. 
2. Individualized one-on-one instruction. 
3. Constantly available. 
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4. Immediate feedback. 
5. Reinforcement. 
While the television showed a vast leap in children's cognitive 
skills, so has such a comparison been made for CAI. Charles P. Lecht, 
president of a New York consulting firm by the same name says, "Compu¬ 
ters teach kids to think. Beyond that, they motivate people to think. 
There is a great difference between intelligence and manipulative capac¬ 
ity. Computers help us to realize that difference." 
Group Discussions/Seminars 
Management games (Berger, 1981), management simulation (Wasmuth & 
Davis, 1981), participative management training (InterContinental Ho¬ 
tels; ten-session training program, 1979-80, Van Gundy, 1980), brain¬ 
storming as a quality circle (QC) technique (Lorey, 1982) and as a crea¬ 
tive problem solving (CPS) approach (Van Gundy, 1980), and training cir¬ 
cles as the "fearless way to train" (Lew Robinson, 1982) can each be con¬ 
sidered as participative vehicles for facilitating management training. 
Ultimately, any one of these techniques can create an effective 
learning experience for each learner who participates in the training 
session. Another technique, behavior modeling, has been used by General 
Electric to train over 500,000 supervisors, managers, and employees. 
This method is most appropriately used when a seven-step decision-making 
process enables the organization to determine whether behavior modeling 
is appropriate (Robinson & Gaines, 1980). The authors feel the process 
of decision making begins with identifcation of a possible training 
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need followed by a series of decision points. These points are enumerat¬ 
ed below: 
Decision #1: Could he/she do it if his/her life depended 
upon it? 
Decision #2: Is it a skill deficiency? 
Decision #3: Can you identify behaviors needed to overcome 
the skills deficiency? 
Decision #4: Can a positive, credible model be demonstrated? 
Decision #5: Can each learner practice the skill? 
Decision #6: Will the new skills be reinforced? 
Decision #7: Is it cost beneficial? 
The authors caution, however, that behavior modeling should be used 
"only when it will be effective and cost-beneficial" (Robinson & Gaines, 
1969). The existence of a cost-beneficial behavioral training process 
can be determined by computing the value of training ("preventing a 
problem from occurring or maximizing an opportunity . . .") and the 
cost of training (Robinson & Gaines, 1969). Essential components of 
this learning technique require the trainer to determine the deficiency 
and change the conditions under which the person performs. Behavior 
management teaches skills, not cognitive learning, and may be most ap¬ 
propriately used with another form of learning if cognitive training 
growth is also desired. Learner participation is essential for mastery 
of the newly taught skill followed by classroom and on-the-job rein¬ 
forcement. 
Berger (1981) discusses a recently developed hospitality manage- 
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ment training approach, the area of management games and simulations. 
Two categories of games are defined by the author: 
1* Computer-Based Simulation Games - e.g., CRASE (Cornell 
Restaurant Administration Simulation Exercise), 
2. Noncomputerized Simulations - e.g., CHARMS (Cornell Hotel 
and Restaurant Management Simulation). 
Through role playing, an essential element of game playing, game parti¬ 
cipants experiment with a variety of roles/behaviors. Experiential 
learning, facilitated through involvement in management games provides 
personal and cognitive learning experiences for the participant. 
Strengths of game playing include: opportunity for increased awareness 
of interpersonal skill interaction within the dimension of the group, 
opportunity for high motivation and involvement in the group's mission, 
immediate and rapid feedback regarding participant's skills and weak¬ 
nesses, and transfer of learning to the actual environment of the game 
participant. Berger notes, however, that erroneous transfer of informa¬ 
tion from the game situation to the real environment and the group de¬ 
pendence upon the facilitator role are limitations that must be consid¬ 
ered when employing game playing as a management training process. 
CHARMS, an example of a management simulation game, was designed 
to provide participants with an understanding of the hospitality indus¬ 
try through group simulation of the management of a banquet facility. 
Wasmuth and Davis (1981), the developers of CHARMS, state that "since 
the focus of CHARMS is on personnel administration and the management 
of human resources, participation in this simulation training program 
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allows specialists to integrate all of the managerial knowledge and 
skills required for successful management." 
The Honeywell Corporation has adapted a Japanese practice. Quality 
Circles, as a strategy to improve productivity. Quality Circles, 
"Circles," or "Training Circles" (Lew Robinson, 1982) are defined by 
Traininq/HRD (August, 1980) as "a small team of employees (10 to 15 per¬ 
sons) doing similar work that meets regularly to identify, analyze, and 
solve work-related problems." A number of philosophical principles 
highlight this long-range management plan: employer trust in employees, 
employee loyalty to the company, employer investment in training, em¬ 
ployer recognition of employee accomplishment, employer decentraliza¬ 
tion of decision-making, and the work effort as a cooperative venture be¬ 
tween employee and employer (Training/HRD, January, 1980). 
Experts feel that quality circles work because they aim at quali¬ 
ty improvement through employee participation in work improvement and 
in the development of proposed changes. In addition, the challenge and 
opportunity for personal growth is a natural outgrowth of the participa¬ 
tion in this management improvement practice. Training/HRD (January, 
1980) reports that Lockheed's employment of the quality circle concept 
resulted in documented savings of $2.8 million in the first two years, 
a decrease in reject products, tardiness, absenteeism, and work disrup¬ 
tion. 
There are cautions, "danger points, and shortcomings (R. A., 
Training/HRD. January, 1980) which could become potential problems. The 
routine occurrence with the con- quality group, over time, may become a 
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sequential loss of spontaneity. In addition, worker development, an 
important component of the goals of quality circles, may be sacrificed 
for short-term productivity gains. Care must always be taken to insure 
that quality circles do not become a program imposed by management upon 
the organization's workers. Quality circles are a way of managing peo¬ 
ple, not a program. To be effective as a management technique, it must 
be viewed as a process whose facilitation is best accomplished through 
trained leaders, managers, and members (Metz, 1982). 
One variation of the quality circle theme, brainstorming, is em¬ 
ployed as a technique to generate ideas for solutions to problems 
through such formats as semicircle, U-shaped discussion groups and 
round-robin meetings. Each can be employed to elicit discussions of un¬ 
derlying managerial concepts as well as the generation of ideas (Lorey, 
Training/HRD, 1982). Van Gundy (1980) considers the group approach to 
creative problem solving (CPS) as one that employs brainstorming (verbal 
generation of ideas) or brainwriting procedures (written generation of 
ideas). Brainstorming is best utilized with a small group while brain¬ 
writing can be employed when the group is large and minimal time is 
available. 
Finally, a note about participative management, a central concept 
used in a training program for managers ans supervisors employed by the 
InterContinental Hotel. It is not a method of instruction, but a frame 
work which facilitates the growth of self-discovery and self-develop¬ 
ment. 
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Teleconferencing 
Hansen and Knuff, in their recent article entitled "Teleconferenc¬ 
ing: How To and What For," define teleconferencing in terms of its tech¬ 
nical aspects of operation as well as by its use as a technique to pro¬ 
mote operational profitability. The technical process of telecommunica¬ 
tions is described by Hansen and Knuff as one that converts information 
into closed-circuit audio and visual signals, transmits the signals to 
an earth station via cable or microwave, and directs these signals to an 
orbiting communications satellite which amplifies the signals and re¬ 
transmits them to other earth stations. The signals are then directed 
through cable or microwave to single or multiple receiving sites. Sites 
can be as varied as corporate teleconferencing centers, hotel function 
rooms, or private conference centers (Hansen & Knuff, 1982). 
In its simplest conception, teleconferencing involves a simultan¬ 
eous one-way video transmission of live presentations to multiple loca¬ 
tions. The present day reduction in convenient transportation between 
sites, the 55 MPH vehicular speed limit, and cost of food and lodging 
that limit the accessibility, frequency, and regularity of employee and 
management training, suggests that teleconferencing or "conference at a 
distance" (Waller, 1982) is a possible solution for the complexities 
that limit employee training. Such a training technique has been used 
by the Illinois Bankers Association in an attempt to take training to 
bankers located in one or more distant locations from the central train¬ 
ing location. The benefits of teleconferencing use for the Association 
were immediate: 38% higher meeting attendance than originally anticipat 
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ed, ease of additional session(s), "cost-effectiveness" of multiple 
meetings, and association membership increases (Waller, 1982). In addi¬ 
tion to training, teleconferencing can be used for staff meetings, an¬ 
nual conferences, and nationwide press conferences when people who need 
to talk with each other are at different locations and long distances 
apart. Because of the personal contact made possible through the visual 
interaction, personal interaction and flexibility are enhanced. 
The conference telephone call among several or more cities is in¬ 
stantly accessible and low in cost, and when combined with visual and 
written materials, is an ideal use of the teleconferencing system for 
training. All visual materials used as a part of the training process 
must be in place before the start of the teleconference, however. Addi¬ 
tion of another telephone line and a facsimile machine enables the 
trainer to transmit paper visuals. 
"Slow scan video" transmits a scanned image over standard tele¬ 
phone lines to a receiving television as a "sense of still frames." The 
sense of a meeting is, therefore, reinforced by the addition of color, 
shape and substance. 
"One-way full video conferencing" is described by Bell and Howell 
Satellite Network in the following manner: 
Scheduling - Time can be reserved in the studio and in each of the 
regional conference rooms necessary for the session; reservations can be 
made the day before or far in advance of the date and times desired. 
Demonstration - A free drop-in demonstration of the equipment will 
be provided prior to the scheduled meeting. 
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Conference Room Studio - Similar to any conference room, but con¬ 
tains two TV screens and an area for the three cameras. 
Meeting - The presenting participant(s) will see themselves on a 
screen and the participants from other cities will be seen on the sec¬ 
ond screen. 
Conversation - Microphones are mounted in the studio conference 
room. A speaker will automatically appear on the screen. 
Manual Operation - The cameras can be controlled manually by the 
moderator. In addition, the audio system will accept voice signals 
from any of the regional conference rooms selected by the moderator. 
A further refinement of this process is two-way full video tele¬ 
conferencing which allows full face-to-face interaction, two-way com¬ 
munication, and exchange of documents and data. 
Costs of a sophisticated teleconference are estimated by some to 
approach $85,000 to $100,000 (Corporate Organization Development, 1982). 
Direct costs include satellite time, audio hook-uD, and broadcast link¬ 
age charges, to which are added the indirect costs of the participants 
meals and refreshments, registrations, visual materials, consultant 
costs and promotional and production costs. A recent sales conference 
held by the General Electric Corporation via teleconferencing cost ap¬ 
proximately $40,000, while the cost of transportation, lodging and food 
for 1,500 employees in one conference location would have cost $786,000. 
Two categories of teleconferencing are available: 
1) interactive Teleconferencing - (used with groups of up to 30 
people) which allows two-way transmission and receipt of voice and 
audio at single or multiple locations. Video, audio, and document dis- 
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play subsystems are subcomponents. Costs approach $150,000. 
2) Receive-only Teleconferencing - (used by groups of from 50 to 
1000 participants) utilizes a video portion or large screen projection 
television and an audio portion which transmits the sound to accompany 
the video portion. Costs are less than $10,000 (Hansen & Knuff, 1982). 
In summary, teleconferencing aids meeting planners in the follow¬ 
ing ways: 
1) It links trainees to training and expert trainers, 
2) Decreases cost of conferencing, and 
3) Increases audience exposure. 
Disadvantages include the absence of live person interaction, informal 
discussion, and question and answer sessions, few originating facili¬ 
ties and the possibility of technical and logistic problems. 
CHAPTER III 
POSITION STATEMENT ON STRENGTHS AND WEAKNESSES 
OF SELECTED HOSPITALITY MANAGEMENT 
TRAINING TECHNIQUES 
Introduction 
Chapter II focused on the management training techniques used in 
industry and education based on a current literature search. It also 
compared and contrasted manpower development techniques which might be 
appropriate in the hotel and restaurant industry. This chapter pro¬ 
vides a position statement about the strength and weaknesses of the 
most popular management training techniques utilized within the hospi¬ 
tality industry today. Video Training/Communications is first presented 
as one of the more popular techniques utilized within the hospitality 
industry and education today. Development Manuals and Management Models 
are next considered as they are presently being used. On-The-Job Train¬ 
ing is reviewed in the last section of this paper as it is probably the 
most popular technique and most abused of them all. 
Video Training/Communications 
While there has been much advancement in video training/communica¬ 
tions in recent years, this management training technique has been more 
popular within the corporate structure and educational institutions 
than in independent properties and family-owned stores. Price has ac¬ 
counted for much of this as smaller operations have not had the train¬ 
ing budgets to afford expensive equipment and software. 
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Video training/communications include films, slides, television, 
film strips, microfiche, and other more sophisticated audio/visual tech¬ 
niques. The hospitality industry, including educational training cen¬ 
ters and educational institutions, is using traditional video methods 
with good results. In fact, video is being used for training and com¬ 
munications in all major organizations today. Its direct application 
to training includes: 
Full Feedback: Video is used to record and play back people's re¬ 
actions. It is used primarily for sales training, developing basic com¬ 
munication skills and speech rehearsal. 
Classroom Supplement: Video is used to supplement the material be¬ 
ing presented. Role playing, case studies, guest presentations, and re¬ 
corded demonstrations are common applications. 
Classroom Extension: Video is used to expand the classroom beyond 
its own four walls. Extension systems to carry information to class¬ 
rooms from locations within organizations are used. 
Classroom Follow-up: After employees have been trained in a for¬ 
mal classroom program, they are sent video tapes with additional or new 
information. 
Employee Communications: This type of program includes new em¬ 
ployee orientation, benefits program, employee news, safety presenta¬ 
tions, and quarterly reports from top executives. 
Management Communications: Video is used to distribute management 
reports, financial updates, and changes in government regulations. 
Video training has the following benefits: 
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1. It is highly flexible, ideal for either single person or 
group viewing. 
2. Instant training is available with the flip of a switch; 
there is no set-up. 
3. Retention is improved because it is a natural way to learn, 
with verbal and visual reinforcement. 
4. Equipment is reliable, compact and mobile. 
5. Resistance to learning is lowered since it is delivered 
through a medium most people enjoy. 
Video training can be presented in either a passive or interac¬ 
tive mode. Passive video presentations only involve the learner to the 
extent that he/she is watching the video, i.e., "taking in" what is de¬ 
livered in a process of one-way communication. 
However, interactive learning, which is engaging, relevant, and 
involving, through video, is now a possibility. 
Consider, for example, the conversion of a supervisory skills 
film to interactive disc or cassette. Each place where the film makes 
a significant point or where a dramatized situation illustrates an ef¬ 
fective technique, the trainer inserts a series of multiple choice ques¬ 
tions or adds written information and instructs the viewer to shut off 
the program and complete a workbook exercise. After responding via the 
device's remote controller, the participant is either directed to pro¬ 
ceed to the next segment or sent back to review material not fully un¬ 
derstood. Rather than passively viewing a training film, the partici¬ 
pant actively takes part in an interactive learning experience. 
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A four year project was conducted to design, operate and evaluate 
an interactive instructional system on a two-way cable system in Rock¬ 
ford, Illinois. It concluded that two-way communication is practical, 
and that training through such a system is effective. 
The initial experiment was a twelve lesson series on "pre-fire 
planning" for firefighters. The firefighter "logged in" to the instruc¬ 
tional program. Every two to five minutes a question was asked about 
the content, and the participants responded by selecting and transmit¬ 
ting one of four answer options. The videotape paused until all the 
firefighters who were logged in had responded. As soon as all responses 
were received, each was displayed on the screen and aggregated to indi¬ 
cate the percent responding to each of the options. The videotape then 
proceeded. 
At the end of each lesson, a quick quiz appeared and a computer 
printout showed each individual's item-by-item score. 
The training experiment compared one-way television to the two- 
way instructional system. In both experimental conditions, firefighters 
received the same videotape materials. The 100 firefighters in the two- 
way television version learned more from the twelve lesson series than 
did the 100 firefighters in the one-way, no-feedback version. After six 
months, the retention of the two-way interactive participants was still 
superior to the one-way learning group. 
Cost of instruction was about $5 per lesson per person, assuming 
the video materials could be purchased from an outside source. This 
way is about twice the cost of one-way television but substantially less 
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than the costs of lectures at the station houses by academy personnel. 
Another example of interactive video through cable is QUBE. 
Warner Communications Cable Network serves communities throughout the 
country. Each home is tied to a central programming location through a 
hardware connection. In many installations, the viewer's channel se¬ 
lector is the input terminal to a central QUBE computer. On the com¬ 
munity line services, the subscriber can attend college classes, learn 
new skills, etc. 
By pushing appropriate buttons on the QUBE console, the viewer 
can signal that he/she is "present" and attending class, respond to 
questions so the teacher gets instant feedback on how well the "class" 
understood a concept, and even tell the television instructor what he/ 
she thinks of the quality of instruction. 
Even when not linked to a cable system, microprocessor-based vid¬ 
eo cassettes and video discs can be highly interactive. 
Consider first the capabilities of the video disc/microprocessor 
system. The general features of the system are as follows: program 
branching, random access; fast forward/reverse; slow motion, step 
frame; laser read, disc with up to 54,000 still frames per side, and 
two channel sound track (stereo). The typical cost of a videodisc ma¬ 
chine currently ranges from approximately $2,000 to $3,000. 
The general features of a microprocessor are: random access mem¬ 
ory; full character keyboard; software operating system; graphic capa¬ 
bilities; cathode ray tube display; floppy disc storate; interface capa¬ 
bility. The typical costs of a microprocessor ranges from about $400 
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up to $2,500. 
The following "copy" is taken from a recent SONY advertisement on 
interactive video systems. It describes the latest technology in this 
field. 
With its introduction of interactive video equipment, 
Sony once again demonstrates commitment to leadership in 
the field of video communications. And brings a new di¬ 
mension both to video and to the learning process. 
No longer is the video user a passive viewer. In¬ 
stead, he/she interacts with the program, and that inter¬ 
action modifies subsequent programming. Testing can be¬ 
come an integral part of learning, since what is learned 
is subject to instant evaluation. 
Sony began this interactive revolution with its RX-353 
programmable auto search control. About the size of a 
hand held calculator, the RX-353 can automatically access 
as many as 63 different preprogrammed segments of video¬ 
tape. And it can recall any eight segments in a pro¬ 
grammed sequence. 
Once a tape is programmed with an RX-353, it can easily 
be duplicated and sent out to a wide network of users, 
who can then access it with their own RX-353's. 
For more sophisticated interaction, however, there's 
Sony's new Video Responder system. Like the RX-353, 
it's fully compatible with Betamax and U-matic equipment. 
And it was designed to meet two gaols: ease of program¬ 
ming and ease of use. 
The Video Responder system asks its users questions, 
makes note of their responses, and automatically reviews 
material when incorrect answers are given. It can also 
record and grade answers. 
Videotapes can be programmed to move automatically from 
one segment to another, allowing for individual pacing, 
software economy and time shrinkage. And an optional 
printer provides proof of performance and identifies prob¬ 
lem areas. 
Using the system is as easy as pressing one of ten but¬ 
tons. Learning how to program it takes a novice a couple 
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of hours, at most. Existing software can be "responder- 
ized," and Sony's Video Utilization Services are ready 
with special courses to help you produce new programs 
that are already responderized. 
Like the Video Responder, Sony's new laser video disc 
player contains microcomputer circuits, which let the 
user interact with the programming. The player features 
virtually instant access to any one of 54,000 specific 
program frames per disc side. And the discs themselves 
are extremely durable. 
So a number of additional applications are possible, 
including sales support and information storage. (Both 
player and discs are compatible with other laser disc 
formats on the market.) 
And Sony is ready now to duplicate your video programs 
on disc, with a mastering and stamping plant already in 
operation. 
However, as reported in a recent issue of Training Today, "cor¬ 
porate and institutional interest in interactive video is extremely 
high, but that interest does not imply applications based on videodisc." 
Prominent among reasons cited for current low acceptance of videodisc 
are the high cost of player units now on the nonconsumer market, high 
cost of mastering and duplication, long replication turnaround time, 
inability to reuse discs, lack of recording capability on playback units, 
and heavy commitment to tape-based distribution systems among present 
video users. There is little interest in most of the special features 
being promoted by manufacturers (fast-motion, slow-motion, reverse- 
motion, freeze frame and stereo sound). Only high speed random access 
is considered attractive. 
In other words, though video has many strengths, the weaknesses 
are seen in its limited availability due to costs. As progress is made 
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in electronics, prices will probably drop and video in both traditional 
and more sophisticated modes will prove to be one of the most popular 
techniques used within hospitality management training. 
Development Manuals and Management Models 
Development manuals and management models are an outgrowth of job 
descriptions and classifications which have been used for years within 
industry. In discussing the strengths and weaknesses of manuals and 
models, it is first valuable to understand which each is. In the fol¬ 
lowing sections, both Individualized Development Manuals and Management 
Development Models are considered. 
Individualized Development Manuals 
The concept behind such manuals is to first tell an employee what 
to do, then show him, and then allow him to do it. After a period of 
adjustment to the new job, the employee is corrected and helped to do 
the job better. Finally, an evaluation is given to test the employee. 
This includes a quiz in most cases. 
Figures 1A and IB are provided as examples of the I.D. Manual as 
would be written for an employee to prepare cold slaw (Purcell, 1982). 
While the I.D. Manual is popular in the training of production 
employees, its application to management training techniques is valuable 
as employees move up the career ladder learning the various positions 
with which the manager must be familiar. Once every job within the 
property is so described, training at all levels becomes most efficient 
and effective. Weaknesses in such "spelled out" manuals are few, with 
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Figure 1. Cole Slaw Preparation: Example of an 
Individualized Development Manual Program 
A. Visual Aid 
B. Task description and quiz 
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Cole Slaw 
Task: 1) Review the section of the operations manual. 
2) Review job aid/slide presentation. 
3) Complete questions on back, as much as possible. 
4) Have trainer demonstrate station per 4 step method. 
5) Work station until you are familiar with all procedures. 
6) Have trainer do evaluation (below) on your performance. If 
you score less than competent in any area, you must be re¬ 
evaluated until your performance is competent. 
ITEM ( COMPETENT BELOW STD RETESTED 
Station Set Up 
Sanitize area/utensils 
#8 scoop (optional) 
Spatula 
Mix pan 
Preparation 
Stir slaw thoroughly 
Stir frequently during portioning 
Spot weigh portions 
Portion 3 1/4 oz. cole slaw 
Proper seal with lid 
Stack 2 high inverted 
Portion 1 tray at a time 
Place immediately in walk-in 
Yield: 64 portions per 8 lb. bag 
Time: 10 min. per bag 
9 min. setup/cleaning 
i | 
Comments: 
Reviewed by trainer: 
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Quiz--Co1e Slaw 
1) The delivery and storage temperature of cole slaw should be 
2) A container should weight _lb. and yield _cups. 
3) Maximum shelf life of bulk product is _ days from date of 
production. 
4) Maximum shelf life of portions in cups is  
5) _ox. of cole slaw is portioned into cups. 
6) Cole slaw cup filled with lid should weigh _oz. 
7) When storing, the cups should be _. Why? 
8) Why do we turn cup of slaw right side up when serving? 
9) Cole slaw is a prefect breeding place for 
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the major ones revolving around the time it takes to develop such de¬ 
tailed job descriptions. 
Again, as with video, the major properties, chains, organizations, 
etc. are incorporating I.D. Manuals while the smaller stores complain 
of the time commitment. This technique is a prime example of Dr. Ken¬ 
neth Blanchard's One Minute Manager. Goals are being set with employ¬ 
ees, before the job begins, with "one minute praises and reprimands" be¬ 
ing given based on the job being done correctly or incorrectly. Such 
training is positive and based on the philosophy of trying to catch 
someone doing something right, not wrong! 
Management Development Models 
The management development model is the next progressive training 
step in those organizations utilizing this popular technique of manuals 
and models. 
My opinion is that there is no better way to train than to tell 
your people that they will not be promoted unless they find someone as 
competent first to fill the position being vacated. The management de¬ 
velopment model is based on the thinking that each management position 
is defined in terms of major responsibilities and profile. 
The example seen on the following pages is for the position sous 
chef or food production manager (Purcell, 1982). Progressing from the 
I.D. Manual, an employee can begin to read the management development 
model for the position into which he wishes to be promoted. Management 
personnel can read the model for the position into which they wish to 
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be promoted. With such career ladders available to all in the organiza¬ 
tion, employees are continually aware of self-improvement and are more 
likely to progress toward the goals and objectives of the organization. 
Definition. A Management Development Model is a document which 
outlines the skills and knowledge required to perform a specific man¬ 
agement position. It also identifies the resources currently available 
to assist the manager with acquiring the necessary skills and knowledge 
for the specific position. The model suggests specific ways to use the 
resources identified in the most effective manner. 
Purpose. A Management Development Model can be extremely helpful 
for professional development if used correctly; however, it should not 
be the only tool used. There are many outside resources that should 
also be identified and actively pursued to complete development (i.e., 
workshops, seminars, books, magazines, people, experiences, etc.). 
It is important to note that the model is not "cast in concrete. 
Rather, it represents the current state of the function and should be 
used in that context when doing one's self-assessment. The model has 
been written as just that—a "model." 
In summary, this model is a learning guide—a guide that can be 
used to help formalize and organize a career development program. This 
model is intended to assist in the process of self-development. 
Scope. Management Development Models can be written for nearly 
all management positions. 
Distribution. All managers should have a copy for their present 
position. 
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Uses. 
A. Present Position 
1. Use as a self-appraisal and self-assessment. 
2. Use to pinpoint "need areas"--areas and/or skills requir¬ 
ing further development. 
3. Use to write specific personal development plans (for 
three months, six months, or one year), including realistic 
action steps. 
4. Use other appropriate models for appraising subordinates. 
B. Future Position 
1. After becoming proficient and competent in the present 
job, the model for the next position may be requested. 
2. This "future position" model is used as outlined in (A) 
above. In short, (a) review the additional skills and ex¬ 
perience required, (b) determine need areas, (c) write 
one's development plan, and (d) include all practical ac¬ 
tion steps to be pursued. 
C. Other Positions 
1. Models, outside one's present discipline, can be helpful 
in determining the skills and experience required for 
other management positions so that one can objectively de¬ 
cide how your present qualifications apply or do not apply. 
2. Other models may also be helpful in screening, interview¬ 
ing, hiring, and promotion processes. 
Figure 2. Food Production Manager/Sous Chef. 
A. Major Responsibilities and Profile 
B. Management Development Model 
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FOOD PRODUCTION MANAGER/SOUS CHEF 
MAJOR RESPONSIBILITIES AND PROFILE 
The following outlines the major responsibilities and the profile 
of characteristics needed to perform successfully in this position. 
This should be used when selecting an individual for this position and 
also may be reviewed by individuals already holding this position to 
determine where general development may be needed. 
Major Responsibilities Profile 
A. Departmental Functions Prior management experience 
B. Management of Area College degree, apprenticeship 
or equivalent experience in ho¬ 
tels, restaurants, or other 
food and beverage operations 
c. Interdepartmental Relationships Career oriented 
D. Communications Technically capable of managing 
in area under direct supervision 
E. Time Management Stable personality 
F. Personnel Able to function under pressure 
G. Coaching and Counseling Good leadership qualities 
H. Training Knowledge of standards 
I. Leadership Have proficient training abil¬ 
ities 
J. Accident Prevention Profit motivated 
K. Legal Team oriented 
Figure 2A 
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The management development model suffers from the same weaknesses 
as does the I.D. Manual. Management is hesitant to take the time to 
set in writing all the specific details necessary for self-development. 
Again, my feeling is that this type of training is a must and can lead 
to positive results throughout the organization. 
In total, while development manuals and management models have 
been popular in the hospitality industry, they are not used in educa¬ 
tional institutions. My belief is that hospitality educational manage¬ 
ment training programs need not identify positions so precisely as is 
done in manuals and models. Educational institutions have the need to 
educate prospective managers in the broadest sense and leave specific 
training to the hospitality industry. This does not mean that hands-on 
learning is not good within educational institutions. There is a place 
for practical courses that more effectively demonstrate theoretical 
concepts. The point is that hospitality educational management training 
programs must provide the basics and foundation upon which the future 
manager can reflect and apply knowledge to the job for which he is 
eventually going to be trained by industry. The advantages of develop¬ 
ment manuals and management models far outweigh their disdavantages. 
On-The-Job Training 
By far the most popular training method used in hospitality man- 
agement is on-the-job training. While a "follow me" approach can be 
good, its quality depends on how well the trainer has been trained. Un 
fortunately, too many training programs are simply based on one employ- 
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ee following another without any real direction initially being given 
by management. This "monkey see, monkey do" approach is typical in in¬ 
dustry, especially in smaller operations, resulting in mediocre perfor¬ 
mance in many job classifications. 
The greatest strength of on-the-job training is when it motivates 
employees to achieve above and beyond the normal job description. An 
example is seen here where employees are trained in each area within 
the operation receiving a star upon learning a certain task. Other em¬ 
ployees recognize who is progressing within the operation and who is at 
Broiler Saute Pantry Etc. Asst. Mgr. 
Mary * * * 
Jim * ★ 
Bill * * 
Fred * * * * 
Jill * 
Figure 3. On-the-Job Training Progress Chart 
a standstill. As the employee accomplishes each area of expertise, he 
moves closer to becoming assistant manager. Once arriving at assistant 
manager, the person practices management functions such as accounting, 
scheduling, delegating, hiring, etc., prior to becoming manager. Too 
often in the hospitality industry an individual is promoted to manager 
without the proper career preparation. The method just explained 
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sures that the individual has progressed through all facets of the op¬ 
eration as well as being introduced to management prior to actually 
becoming a manager. Again, on-the-job training so often does not allow 
for this progression in one's career development as the career ladder 
is not clearly identified for employees. Employees are simply trained 
for a specific job and are left in that position without a clear path 
on how to improve themselves. The final outcome leads to high turnover 
as employees, including management, do not know where their present 
position can lead them. Boredom or frustration frequently arrives and 
the employee goes elsewhere to find greener grass. The next employer 
again trains on-the-job, and the employee may or may not receive proper 
techniques depending on who is the trainer. 
While it may appear that I'm highly critical of on-the-job train¬ 
ing, I am simply saying that it can lead to a more relaxed training at¬ 
mosphere in which the best techniques are not always followed. This 
problem can occur in manuals and models as well but is less likely to 
be seen as a problem. Video training rarely suffers from this problem. 
Other training techniques such as lectures, seminars/group dis¬ 
cussions, programmed instruction, computer assisted instruction includ¬ 
ing management games, and case studies are seen in both the hospitality 
industry and educational institutions. While the strengths and weak¬ 
nesses of each could be reviewed here, many of them were discussed in 
Chapter II and apply to hospitality as they do to industry as a whole. 
I do include here the advantages versus disadvantages of computer as¬ 
sisted instruction (CAI) because it is relatively new. 
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CAI ADVANTAGES CAI DISADVANTAGES 
- Forces careful design. 
- Available wherever terminal 
- High start-up effort. 
- Sophisticated technical 
staff required to support. is available. 
- Available anytime. 
- Takes up resources on com¬ 
puters. 
- Reduced student learning 
time. - Long lead time to develop 
material. 
- Reduced instructor staff. 
- Automatic record keeping. 
Immediate feedback. 
- Many sophisticated learners 
dislike overly structured 
learning situations that oc¬ 
cur in most CAI. 
- Individualized approach to 
learning. 
The next chapter describes the design used in the current study 
to identify the management training techniques used in the hospitality 
industry and in four-year hospitality educational programs. A nation¬ 
wide survey was done to collect data regarding these techniques. The 
final chapters will be a clear analysis of where the hospitality indus¬ 
try is today in regard to training and where it should head tomorrow. 
CHAPTER IV 
DESIGN OF THE STUDY 
Introduction 
This design enables the study to fulfill the purposes of this pro¬ 
ject: (1) to see what educators and trainers believe should be taught 
to management trainees; (2) to see how they believe trainees should be 
taught; and (3) to see if trainees generally agree with their trainers. 
There is no intention to prove or disprove any particular theory of 
management, but rather to find if there is a consensus as to which ap¬ 
proaches are most effective. If these can be identified, they can more 
easily be implemented elsewhere as needed. To determine the answers to 
these questions, questionnaires were mailed to three different groups 
of respondents and their answers were analyzed and contrasted by com¬ 
puter. 
Questionnaires 
Format 
It was decided that the questionnaires should be structured and 
objective in style. Compared to open-ended questions, objective ones 
with fixed answers from which to choose offer several advantages: 
(1) they simplify completion of the questionnaires by respondents, al¬ 
lowing them to check off answers rather than writing them in; (2) they 
simplify data reduction by saving time, labor, and money for coding; 
(3) they simplify the tallying of responses within a group; and (4) they 
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make possible more objective comparisons among groups. On the other 
hand, open-ended questions have the advantage of allowing respondents 
to give potentially important answers that the questionnaire writers 
never thought of before. Therefore, as discussed below, several con¬ 
sultants were used in designing the questionnaires, on the assumption 
that the knowledge of many different experts would all add up to a com¬ 
prehensive list of relevant answer categories. Furthermore, to get the 
best of both worlds, each question had both a number of responses deemed 
most likely or significant and also one or more lines marked "Other" 
where respondents could write in further answers not already listed. 
With any kind of survey, eliciting cooperation from potential re¬ 
spondents is important. Using objective questions helps increase co¬ 
operation because it makes answering the questionnaire a good deal sim¬ 
pler. Also, it was decided that the questionnaires should be kept as 
brief as possible so as to encourage people actually to fill them out. 
For example, a 20-page questionnaire with 117 questions would scare 
many people off. Thus it was decided to restrict each questionnaire to 
three pages (front and back) and less than a dozen questions. 
Content 
No particular research hypothesis guided the selection of ques¬ 
tions; there was no attempt to verify any particular theory. But as 
Rosenberg (1968) points out, hypothesis testing is not required for a 
good survey. Questions were designed only to fulfill the stated pur¬ 
poses of the survey, that is, to see if there is a consensus among 
trainers as to what prospective foodservice managers should learn and 
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how they should be trained. 
Other criteria which went into the development of these question¬ 
naires were suggested by Selltiz, et al_. (1976). These Include: (1) 
brevity and conciseness of writing; (2) clarity of expression, avoiding 
all ambiguity; (3) simplicity of instructions; and (4) neutrality, 
avoiding bias. It has been demonstrated many times that almost any 
survey results can be obtained on a given topic by slanting the ques¬ 
tions (consciously or unconsciously) in different ways. For example, 
on the unending "guns vs. butter" debate, a question like, "Don't you 
agree that peace is important, even if there is some cost?" could bias 
the responses in favor of increased defense spending. But the question, 
"Should money be wasted on inefficient and unnecessary weapons systems 
when people are starving?" could bias the responses in favor of de¬ 
creased defense spending. Having each question screened by a panel of 
experts is the best way to avoid any such bias. 
A separate questionnaire was derived for each of the three groups 
to be studied. The questionnaires were developed by this researcher 
based on input and advice from several survey experts and management 
training experts such as Dr. Charlotte Rahaim at the University of 
Massachusetts, and Dr. Charles Salter, Dr. Lawrence Symington, and 
Dr. Herbert Meiselman at the U.S. Arn\y Natick Research and Development 
Center in Natick, Massachusetts. All three questionnaires ask many 
similar questions, yet each as some additional unique aspects. 
Trainer Questionnaire 
This questionnaire (see Appendix A) was addressed to persons re 
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sponsible for hospitality management training at major industrial train¬ 
ing centers. It asks several questions which are basically the same as 
on the other questionnaires. For instance, question #2 asks respondents 
to rank what personal traits are most important for potential managers 
to possess. Question #5 asks what training techniques are used for each 
type of training. Question #6 asks how training objectives are communi¬ 
cated. Question #7 asks which topics are covered in initial training. 
Question #8 asks respondents to rank which factors most motivate manag¬ 
ers. Question #9 asks what types of evaluation are used for each type 
of training. These questions, which are found in all three question¬ 
naires, deal with the basic topics which apply to all three categories 
of respondents and the answers to which will provide an overall view of 
a comprehensive program, including communication of goals, topics cov¬ 
ered, training techniques used, and evaluation methods used. 
In addition, the trainer questionnaire had certain questions 
which overlapped with either the educator or the trainee questionnaires, 
but not both. These will be discussed below. There were also two 
unique questions appropriate only for this group: #1, dealing with 
where industry selects its managers, and #11, dealing with how trainers 
are selected. 
Educator Questionnaire 
This questionnaire (see Appendix B) was addressed to persons who 
were either directors of, or senior faculty members in, college or uni¬ 
versity departments of hospitality management. In addition to the ba 
sic six questions found in all three questionnaires, this one shared 
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question #8 with only the trainer questionnaire. This question, which 
dealt with the kind of certification required for graduation, was ap¬ 
propriate only for people in charge of training programs, not new train¬ 
ees. There was also one unique question, #2, which dealt with the top¬ 
ic of the number of credit hours offered by the college in each area of 
management training. Finally, question #9 overlapped with the trainee 
questionnaire and asked which training techniques were considered most 
effective. 
Trainee Questionnaire 
This questionnaire (see Appendix C) was addressed to trainees in 
the hospitality management training programs run in industry by the 
trainers who were also being surveyed. In addition to the basic six 
core questions (which are numbered differently in each questionnaire), 
this one has two questions in common only with the trainer question¬ 
naire. These are #2, on the types of training covered and the time 
spent on each, and #3, on the type of location for the training center. 
The former one is basically equivalent to #2 on the educator question¬ 
naire, but is different in format. The educator version presents course 
titles and asks how many credit hours are offered in each, while the 
trainer/trainee version presents topic areas and asks how many days are 
spent on each. The final question on the trainee questionnaire (#10) 
dealt with how long the respondents had been in their training programs. 
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Respondents 
Sampling Approach 
One method of choosing a group of subjects is to derive a truly 
random sample. In this approach, each individual person in the given 
population has the same statistical chance of ending up in the sample. 
When the sample is randomly chosen, one has more confidence that he can 
accurately extrapolate from his sample to the given population. This 
is especially true if a stratified random sample is chosen. In this 
variation of the simple random sample, the researcher makes sure that 
each major recognizable subgroup in the population is equally represent¬ 
ed in the sample. For instance, if 55% of a population is female, then 
about 55% of the stratified sample must be female. If 10% of a popula¬ 
tion is hispanic, then 10% of the stratified sample should be also. By 
using a stratified random sample, the television viewing habits of only 
a few thousand people, for example, can be used to estimate those of 
the entire population with a reasonable degree of accuracy. 
However, such a sample is only needed when the population is rela¬ 
tively large compared to the practical size of the sample to be worked 
with. If the population is itself rather small, there is no need to 
pinpoint a completely random sample to ensure that all types of people 
in the population are represented. Instead, a sample that is large com- 
pared to the total population from which it is drawn can be assumed to 
include all types of people unless some bias has gone into their selec- 
tion. 
To ensure against such bias, the approach used in this project was 
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that of stratified quota sampling. This means that once all the signi¬ 
ficant subgroups have been identified, the first samples from each sub¬ 
group which can be obtained are used (Selltiz, et al_., 1976). 
Trainers 
The basic subgroups identified among major hospitality management 
training programs were those at (1) fast food restaurant chains, (2) 
full service restaurant chains, (3) hotel chains, (4) institutional 
employee feeding systems, and (5) miscellaneous (e.g., vacation re¬ 
sorts). The source of names was CHART (the Council of Hotel and Res¬ 
taurant Trainers), whose membership rolls should include representa¬ 
tives from virtually all major industry training programs. See Appen¬ 
dix D for the exact list of the 53 trainers chosen for the sample. 
Trainees 
Each trainer was sent a cover letter asking him if he would be 
willing to fill out a trainer questionnaire and also asking him if he 
would be willing to distribute questionnaires to some of his trainees. 
If yes, each was asked how many survey forms should be sent. It was 
anticipated that a large proportion of trainers would agree and that 
most of these would be able to survey about 5-20 trainees each. The 
size of this sample was thus expected to become about 150 to 200 or 
even more. 
Educators 
The basic subgroups identified among hospitality educational pro¬ 
grams were those at (1) public or state-supported universities having 
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both undergraduate and graduate programs, (2) private universities hav¬ 
ing both levels of programs, and (3) colleges with only undergraduate 
programs. The source of institutional names was a standard reference 
book listing the educational institutions of the United States and de¬ 
scribing the programs they offer. Educational leaders were chosen from 
institutions spread throughout all regions of the United States, both 
from heavily urbanized and more rural areas. See Appendix E for the 
exact list of the 42 educators chosen for this sample. 
Whereas industry trainers were asked to provide a panel of train¬ 
ees for the survey, it was decided not to ask educators to distribute 
questionnaires to the students in their classes. The addition of such 
a group would be justified if one wanted to learn about student prefer¬ 
ences for training, but this is not one of the purposes of the present 
survey. Since young students tend to be naive and relatively unfamil¬ 
iar with their chosen fields, there seemed no reason to question them 
about what material in the field should be taught and how. On the 
other hand, trainers and educators clearly should be experts and their 
professional knowledge and opinions worth noting. Trainee opinions 
were considered important, too, since trainees in industry tend to be 
older and more experienced in their fields, entering into management 
training not at the beginning of their careers, but at some point in 
the middle. 
Procedure 
The procedures of this study were to a certain extent determined 
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by the choices already made regarding survey instruments and samples. 
Administration of Questionnaires 
Questionnaires can be administered in three basic ways: (1) orally 
(either in person or by phone); (2) distributing written forms in person 
(either singly or in groups); or (3) distributing written forms by mail. 
For open-ended questions and unstructured interviews, the oral approach 
is preferred, but for structured objective questions with lists of an¬ 
swers from which to choose, the respondents need to have a copy of the 
questionnaire before them which they can read. Since the questions in 
this study were objective and the respondents were scattered throughout 
the country, the only practical approach was to use a mail survey. 
However, the mail survey has one important drawback, namely, that 
it usually results in a lower response rate than when a questionnaire 
is handed out in person. Several steps were taken to overcome this 
problem and ensure a satisfactory response rate. First, all trainers 
and educators were contacted by phone or mail in advance, told about the 
purposes and importance of the study, and asked whether they were will¬ 
ing to participate. Only those who expressed their willingness to re¬ 
spond were sent survey forms. While it could be argued that asking for 
volunteers like this introduces bias, Kruglanski (1973) reports that as 
a rule, the questionnaire responses of volunteers do not differ signi¬ 
ficantly from those of nonvolunteers. Secondly, the surveys had simple 
instructions and were short and easy to fill out, as described above, 
thus encouraging their completion. Third, self-addressed stamped en¬ 
velopes were enclosed so that respondents could return the forms with- 
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out effort or expense. Fourth, potential respondents were assured of 
anonymity so that they need not worry about answers they give being re¬ 
vealed to others. The survey has no place for a name, personal de¬ 
scription, or description of one's facility which could be used to de¬ 
duce who filled it out. Finally, all respondents were later, some 
weeks after questionnaires had been mailed to them, reminded by mail or 
phone to please fill out and return the survey if they hadn't already 
done so. In toto, these precautions were designed to ensure a very 
healthy return rate for trainers and educators. The problem of ensuring 
return rates of a mailed questionnaire did not apply to trainees, 
since their trainers handed the forms out to them in class and later 
collected and returned them. 
As it turned out, 20 of the 53 trainers (37.7%) and 29 of the 42 
educators (69.0%) contacted completed the surveys. Both of these re¬ 
turn rates were quite acceptable. There were 183 trainee surveys com¬ 
pleted. 
Coding of Objective Data 
Once completed questionnaires were returned, the data were entered 
on standard coding sheets in which each column or set of columns repre¬ 
sents a distinct variable. For questions involving per cents, numeri¬ 
cal ranks, or days of time (e.g., questions #2 and #3 on the trainer 
questionnaire), the number provided was entered as is in the proper 
columns. For questions asking the respondent to check off which answers 
apply (e.g., question #5), there was a different coding column for each 
potential answer. If the respondent checked that answer, a “1 was en 
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tered on the coding sheet. Otherwise, a "0" was entered. Thus, on the 
coding sheets, "l's" indicate the answers which apply and "0's" those 
which don't apply. 
Coding of Open-Ended Data 
In addition to the set of answers available to choose from, each 
major question had a space marked "other" where respondents could write 
in additional answers. Because of the detailed and comprehensive nature 
of the questionnaire, it was anticipated that this option would not of¬ 
ten be utilized. When it was, all answers were coded separately by two 
different people and any differences were discussed and reconciled by 
the author. In many cases, the code turned out to be one of the answers 
already in the questionnaire. This occurred when a respondent failed 
to notice that it was already there and wrote it or an equivalent one 
in. If a new and additional answer appeared at least twice, it was en¬ 
tered on the master list of potential answers and coded the same as any 
other one. 
Data from the completed coding sheets were then keypunched onto 
computer cards for the computer analysis. The data on these cards were 
then checked or verified. The corrected data were then entered and 
stored in the computer. The resulting file was edited as necessary and 
used for the analysis. 
Data Analysis 
In some cases, only descriptive statistics were required, i.e.. 
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just citing summaries of results. But in others, inferential or ana¬ 
lytical methods were needed to test the significance of the results ob¬ 
tained. 
Nominal Level of Measurement 
Summary data involving simple counts of how frequently a response 
is chosen are at the nominal level of measurement, the lowest or weak¬ 
est level. Nominal measurement occurs when numbers are used to classify 
objects or responses. For example, assigning a "1" to all males in a 
group and a "2" to all females is basically a type of labelling or 
classification. This use of numbers is very different, for example, 
from stating that someone's weight is the quantity of 165 pounds. Ac- 
cording to Siegel (1956), the chi-square (X ) statistic is the only ap¬ 
propriate nominal-level test available for use with both single and 
2 
multiple samples. Within individual groups, for example, the X test 
indicates if certain responses are significantly more common than would 
2 be expected by chance. For trainers, for instance, X can indicate 
which training techniques are significantly more often in use (#5) or 
which topics are most commonly covered (#7). When comparing different 
groups, X2 can reveal if certain techniques or topics are more frequent 
in one group (trainers or educators) than the other. 
Ordinal Level of Measurement 
The next higher level of measurement, the ordinal, applies when 
responses can be ranked along a scale or dimension. Military ranks, for 
example, can be so measured. For instance, the sixth level of officer 
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(colonel) is higher than the third (captain). However, no assertions 
about the distance between points on the scale or about the ratio of one 
point to another can be made. A colonel is not twice as high as a cap¬ 
tain. This level of measurement is appropriate for analyzing the ques¬ 
tions on which respondents are asked to rank the importance of traits 
required for a good manager (e.g., trainer question #2). Ranks assigned 
by the members of one group of respondents can be summed and means cal¬ 
culated to reveal what the group as a whole considers most important. 
Technically, ordinal-level comparisons among items in a group or be¬ 
tween groups should be studied with nonparametric tests (Siegel, 1956). 
But it is a common practice in questionnaire research to use parametric 
tests as well, which technically are based on higher levels of measure¬ 
ment. Labovitz (1970), for instance, discovered that there is negligi¬ 
ble error when using interval measurement statistics on ordinal data 
derived from questionnaires. 
The Mann-Whitney U test (Siegel, 1956) can be used to test data 
involving ranks, for example, to determine if members of a single group 
rank some traits or methods as being significantly more important than 
others. T-tests (a parametric test) can also be used to measure the 
significance of the difference between any two pairs of means. 
Interval and Ratio Levels of Measurement 
The next higher level of measurement is the interval level, in 
which the distance between any two numbers on the scale is known. The 
highest level is the ratio level, in which a true zero point exists on 
the scale and the ratio of any point to another can be meaningfully cal 
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culated. On these questionnaires, the per cent answers and the time 
answers are at a ratio level of measurement. Parametric tests are, of 
course, designed specifically for the ratio level of measurement. Sim¬ 
ple arithmetic means can be calculated to determine the distribution of 
time spent on an average program of study or the average per cent of 
managers coming from each source. There is no need for any more compli¬ 
cated analyses of these types of data. Multiple regression, for exam¬ 
ple, is unnecessary for it deals with predicting variance in a depen¬ 
dent (outcome) variable based on the combined relationships in a set of 
independent (predictor) variables (Edwards, 1967). But there are no 
predictor variables in this study, only descriptive ones. 
Null Hypotheses 
The null hypothesis (Siegel, 1956) is always that there are no 
significant differences in results. Thus in making data comparisons 
within a single group, the null hypothesis is that there are no differ¬ 
ences in evaluations of the importance of topics and methods. In mak¬ 
ing comparisons across groups, the null hypothesis is that the groups 
do not differ in evaluations about topics and methods. In all statisti¬ 
cal analyses, significant results mean that the researcher can reject 
the null hypothesis and accept its opposite. 
Statistical Programming 
All of the statistical tests just described can be run by a num¬ 
ber of canned computer programs. For this study, it was decided to use 
SPSS, the Statistical Package for the Social Sciences (Hull & Nie, 1979) 
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This versatile program can readily handle the number of subjects and 
variables planned for the current study. For example, SPSS can count 
frequencies, set up tables of response distribution on the nominal data, 
and compute T-tests between group means. 
Statistical Significance 
The results of the tests run will be examined for the extent of 
statistical significance. The usual criterion of P less than .05 will 
be employed to determine significance. P <.05 means that the probabil¬ 
ity (P) of those results occurring by chance is less than 5/100 or one 
in twenty. In other words, there is a greater than 95% chance that the 
results are not just random, but reflect meaningful differences. So if 
the results for within-group comparisons have P less than .05, the null 
hypothesis can be rejected. Instead, the conclusion is that some topics 
or methods are considered significantly more important than others. If 
between-group comparisons have P less than .05, the null hypothesis is 
rejected and the conclusion is that the groups do differ in evaluation 
of topics and methods. 
Data Presentation 
Once analyses were completed, the data were compiled into a ser- 
ies of tables. Nominal data, for instance, were converted to percents 
which were listed in columns. Data of ordinal ranks or ratio-level num 
bers were presented in standard tables or means in which the rows indi¬ 
cate the different topics and the columns indicate the various groups. 
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A different table was used for each major question and any significant 
differences were noted. 
CHAPTER V 
RESULTS 
Selection of Trainers 
Generally speaking, faculty at universities and colleges are 
hired in the same basic manner. A position is advertised, applicants 
apply, and their academic credentials are subjected to a review process 
by potential peers and superiors (sometimes by students as well). If 
accepted, the new faculty person becomes responsible for one or more 
specific courses which are only a part of a wider curriculum which re¬ 
quires many different faculty who are each expert in many different 
skill areas. 
In industry, a trainer is apt to be more of a generalist than a 
specialist, with more complete control over a more limited program. 
One of the key questions asked in this current survey dealt with which 
factors directors of training centers use when selecting trainers to 
teach their management program. See Table 1 for the results. In this 
table, a variety of possible characteristics are ranked in terms of im¬ 
portance, where one is the highest possible rank. 
As can be seen, demonstrated communication skills are clearly con¬ 
sidered most important, followed by prior company experience, previous 
management experience, and field experience. Noticeably lesser in im¬ 
portance are having a bachelor's degree, a background in foods, previous 
teaching experience, being certified, and having an advanced degree or 
hotel/restaurant degree. In general, it appears that training directors 
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TABLE 1 
Factors Important in the Selection of Trainers 
Characteristic Mean Rank 
Demonstrated communication skills 2.05 
Prior company experience 3.63 
Previous management experience 3.65 
Field experience 4.55 
Bachelor's degree 7.21 
Background in foods 7.36 
Previous teaching experience 7.84 
Certified 8.57 
Advanced degree 8.63 
Hotel/restaurant degree 9.00 
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look for experience and demonstrated competence in their trainers rather 
than certification and degrees. 
Sources of Management Trainees 
Trainers were also asked about the sources of potential managers, 
i.e., from where they select trainees for management training. The re¬ 
sults are in Table 2. As can be seen, the largest single segment 
(38.8%) was those who were promoted from within. In addition, 29.2% 
were attracted from ads, 11.1% were recruited from colleges, 10.6% were 
recruited from competitors, and 10.3% were brought in from a variety of 
other sources. All told, this means that the majority of trainees 
(61.2%) were brought in from outside the company or restaurant chain, 
while only a bit more than one-third (38.8%) were promoted from within. 
Important Traits for a Manager to Possess 
What do trainers look for when selecting trainees for management 
positions? What do educators think are important characteristics for 
managers to have? Do trainees tend to agree? Table 3 has the results. 
In this table, the traits are listed in descending importance as ranked 
by educators. 
Educators' Evaluation 
The most important trait according to educators was the motiva¬ 
tion to succeed, followed by oral communication skills, intelligence, 
attitude of hospitality, enthusiasm, technical skills, the ability to 
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TABLE 2 
Sources of Selection of Potential Managers 
For Training Programs 
Source Percent 
Promoted from within 38.8 
Attracted from ads 29.2 
Recruited from colleges 11.1 
Recruited from competitors 10.6 
Other 10.3 
TOTAL 100.0 
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TABLE 3 
Most Important Traits for a Manager to Possess 
Mean Rank of 
Trait Educators 
(N=29) 
Trainers 
(N=20) 
Trainees 
(N=183) 
Motivation to succeed 1 2 1 
Oral communication skills 2 4 4 
Intelligence 3 5 5 
Attitude of hospitality 4C 8.5 12c 
Enthusiasm 5 8.5 7 
Technical skills 6C 11 llc 
Ability to train 7 C 10b 
2b,c 
Attention to detail 8 14b 6b 
Sense of priority 9C 7 3C 
Social skills 10 15 13 
Previous experience lla 
-j a ,b 10b 
Personality 12a 
3a,b 8b 
Amount of formal education 13 13 14 
Writing ability 14 17.5 16 
Maturity 15C 12 
9C 
Previous track record 16a 6a’b 
15b 
Age 17.5 
17.5 17 
17 5 16 18 Sex 
Note- a = a significant educator-trainer difference 
b = a significant trainer-trainee difference 
c = a significant educator-trainee difference 
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train, attention to detail, sense of priority, and social skills. The 
other traits were ranked below tenth in importance. 
Trainers1 Evaluation 
The most important trait according to trainers was previous ex¬ 
perience, followed by motivation to succeed, personality, oral communi¬ 
cation skills, intelligence, previous track record, sense of priority, 
attitude of hospitality (tied with enthusiasm for a rank of 8.5), and 
ability to train. The other traits were considered less important than 
these ten. 
Trainees' Evaluation 
The trainees ranked motivation to succeed first in importance, 
followed by ability to train, sense of priority, oral communication 
skills, intelligence, attention to detail, enthusiasm, personality, 
maturity, and previous experience. The other traits were all ranked 
lower than these ten in importance. 
Similarities in Evaluations 
Three traits ranked in the top 5 as listed by all three groups: 
motivation to succeed, oral communication skills, and intelligence. In 
other words, all three sorts of respondents agreed that these were the 
most important traits for managers to have. In addition, three other 
traits ranked in the top ten according to all three groups: enthusisam, 
ability to train, and sense of priority. Thus these traits were gener¬ 
ally accorded secondary importance overall. None of the rest of the 
traits were generally agreed upon as being high in importance, but 
these four traits were agreed upon as being low in importance: the 
amount of formal education, writing ability, age, and sex. 
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Differences in Evaluations 
T-tests and Mann-Whitney U-tests were computed between each pair 
of groups for each trait. In Table 3, the letter a next to a trait in¬ 
dicates that educators and trainers differed significantly (at the 
P<.05 level) in evaluating that trait. The letter b indicates signifi¬ 
cant differences between trainer and trainee, while c reveals signifi¬ 
cant educator-trainee differences. As can be seen, trainers ranked pre¬ 
vious experience, personality, and previous track record significantly 
higher than did educators. Compared to trainers, trainees evaluated 
ability to train and attention to detail as being more important, while 
trainees evaluated previous experience, personality, and previous track 
record as being lower in importance. The generalization could be made 
that trainees stressed potential more, whereas trainers stressed proven 
performance more. 
Motivating Managers 
The availability of good trainees for a good training program is 
only part of the story, of course. After even the best of training, 
managers need to be motivated to perform well. Table 4 lists the fac¬ 
tors which were considered effective in motivating managers, as ranked 
separately by educators and by trainers. As before, ties are indicated 
by two or more traits having the same rank number. The traits are list 
ed in the order of descending effectiveness as ranked by educators. 
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TABLE 4 
Ranking of Factors Considered Effective 
in Motivating Managers 
Factor Ranked by Educators 
Ranked by 
Trainers 
Positive working environment 1 2 
Recognition 2 3.5 
Compensation 3.5 5 
Self-realization 3.5 9.5 
Autonomy 5 9.5 
Effective evaluation 6 7 
Promotion from within 7 1 
Benefits 8 3.5 
Status 9 11 
Ego-gratification 10 7 
Bonuses 11 7 
Note: Spearman correlation (r$) = .32; P>.05 
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Thus educators rated a positive working environment first, followed by 
recognition, compensation (tied with self-realization), and autonomy. 
Trainers ranked promotion from within first, followed by positive work 
environment, recognition (tied with benefits), and compensation. Three 
factors were ranked in the top 5 by both groups: positive working en¬ 
vironment, recognition, and compensation. Both groups agreed that ef¬ 
fective evaluation, status, ego-gratification, and bonuses were rela¬ 
tively less important. 
A Spearman correlation was computed between the two different 
rankings. Such a correlation can indicate whether the two groups gen¬ 
erally agreed with each other. In this case, the correlation came out 
as .32, which was not significant (P<.05). This means that the two 
groups didn't agree significantly. Trainers generally ranked promotion 
from within and benefits much higher than did educators, whereas educa¬ 
tors ranked self-realization and autonomy much higher than did trainers. 
To generalize, trainers tended to evaluate external or material out¬ 
comes as being more effective, while educators tended to evalute in¬ 
ternal or psychological factors as being more effective. There were 
some exceptions to this trend, however. For example, among educators, 
compensation tied with self-realization for rank 3.5. 
The Typical Training Program 
When the trainers described their individual training programs, 
it became possible to put together a composite picture or profile of a 
"typical" program by computing means and noting which techniques were 
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reported with the greatest frequency. The results are in Table 5. It 
can be seen that supervisory training typically occupied the most time 
(97.5 days), followed by skills training (47.6 days). The other fac¬ 
tors were relegated very little time. A variety of techniques were 
most frequently used, depending on the subject of training. These in¬ 
cluded lectures, role-playing, group discussion, and on-the-job train¬ 
ing. To evaluate training, some exams were given, but trainers also re¬ 
lied heavily on oral feedback. Finally, most training was conducted 
in-house rather than at a centralized national training center. 
The Typical Educator Program 
It was also possible to compute a profile of the "typical" educa¬ 
tor program at a college or university. This can be seen in Table 6. 
Compared to the trainer program, there were more different topics, with 
more spread of time spent in these various areas. (The absolute amount 
of time spent couldn't be compared directly because trainers reported 
time in days, while educators reported it in terms of credit hours.) 
General business occupied by far the most time (26.6 credit hours), but 
half a dozen other topics consumed about 5-7 credit hours each: food 
and beverage management, sanitation/safety, internship/coop work, com¬ 
puters/information systems, food preparation lab, and personnel manage¬ 
ment. The predominant training technique in almost every case was lec¬ 
tures, although the laboratory was used for food preparation, while on- 
the-job training naturally was used for the internship. Scheduled 
exams were almost always used for evaluation, except for supervisor 
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TABLE 6 
The Typical Educator Program 
Topic 
Average 
Credit Hours 
Most Common 
Training 
Techniques 
Used 
Most Common 
Evaluation 
Techniques 
Used 
Introduction 4.5 Lectures Scheduled 
Exams 
General Business 
(econ., fin., mtka.) 
26.6 II II 
Food & Bev. Mgt. 7.3 II II 
Sanitation/Safety 7.2 II II 
Internship/Coop work 6.8 On-the-job Supervisor 
Evaluation 
Computer/Info. Systems 6.6 Lectures Scheduled 
Exams 
Food Preparation Laboratory 6.4 Laboratories 
II 
Personnel Management 5.2 Lectures 
ll 
Hospitality Law 3.5 
II II 
Nutrition 3.2 
II ll 
Energy Management 2.9 
ll ll 
Equipment Layout and Design 2.8 - - 
Purchasing 1.9 - - 
Housekeeping and Maintenance 1.3 
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evaluation in the case of internships. 
Communication of Objectives 
When introducing students to any kind of training program, it is 
important to ensure that they know and understand the objectives of 
their program. When asked about whether or not objectives were communi¬ 
cated and how they were communicated, the three different groups gave 
somewhat different answers (see Table 7). All educators and trainers 
claimed that they communicated objectives. They only differed between 
themselves with regard to method. Educators relied more on written 
handouts (P<.05), while trainers relied somewhat more on oral communi¬ 
cation and visual presentation, although these two differences were not 
significant. 
While trainers claimed they always gave out objectives, their own 
trainees disagreed slightly (though not significantly in the statisti¬ 
cal sense). Only 87.2% of trainees claimed they had received communi¬ 
cation of objectives. Specifically, their perception of goal communi¬ 
cation in each of the three categories was less than what trainers 
claimed. 
Topics Covered in Initial Training 
Next, educators and trainers alike were asked specifically what 
topics were covered in their respective training programs. Table 8 
lists the percent of each group which said they taught that topic. The 
subjects are listed in descending frequency according to the responses 
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TABLE 7 
Communication of Objectives 
Educators Trainers Trainees 
(N=29) (N=20) (N=l83) 
% Saying They are Communicated 100% 100% 87.2% 
By Oral Communication 98.7 90.0 76.5 
By Written Handout 100 
(P<.05) 
85.0 
(P<.05) 
63.9 
By Visual Presentation 41.4 55.0 49.7 
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TABLE 8 
Percent of Institutions Covering a Given 
Topic in Their Initial Training 
Topic 
% of 
Educational 
Institutions 
(N-29) 
% of 
Training 
Programs 
(N=20) 
Significant 
Differences 
Between the 
Two Types 
Accounting 93.1 50.0 Pc.001 
Personnel 93.1 60.0 Pc.001 
Management 89.6 80.0 - 
Communication 89.6 70.0 P<.05 
Menu Development 89.6 30.0 Pc.001 
Cooking Principles 89.6 70.0 Pc.05 
Marketing/Merchandising 86.2 55.0 Pc.01 
Leadership/Supervision 86.2 90.0 - 
Selection/Procurement 82.7 65.0 Pc.05 
Equipment 82.7 75.0 - 
Sanitation 82.7 90.0 - 
Economics 82.7 5.0 Pc.001 
Beverage Management 82.7 45.0 Pc.01 
Motivation 82.7 50.0 Pc.01 
Decision Making 82.7 45.0 Pc.01 
Liberal Arts 82.7 0.0 Pc.001 
Computers 79.3 30.0 Pc.001 
Nutrition 75.8 25.0 Pc.001 
Business Law 75.8 30.0 
Pc.001 
Continued 
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Table 8 - continued 
Significant 
% of % of Differences 
Topic Educational Training Between the 
Finance 
Labor Relations 
Psychology 
Human Relations 
Food Science 
Safety 
Sociology 
Goal Setting 
Management by Objectives 
Time Management 
Productivity 
Tourism 
Business Math 
Public Relations 
Ethics and Social Responsibility 
Energy Management 
Culinary Arts 
Ecology 
stitutions Programs Two Types 
(N=29)(N=20) 
75.8 30.0 P<.001 
75.8 70.0 - 
75.8 15.0 P<.001 
75.8 60.0 - 
72.4 0.0 P<.001 
72.4 95.0 - 
72.4 10.0 P<.001 
68.9 70.0 - 
68.9 40.0 P<.05 
62.0 50.0 - 
62.0 40.0 - 
62.0 10.0 P<.001 
62.0 5.0 P<.001 
58.6 65.0 - 
58.6 50.0 - 
51.7 60.0 - 
27.5 25.0 - 
24.1 5.0 P< .05 
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of educators. Interestingly, no topic was considered so Important or 
basic that all respondents reported covering it. The most common ten 
topics at educational institutions were accounting, personnel, manage¬ 
ment, communication, menu development, cooking principles, marketing/ 
merchandising, leadership/supervision, selection and procurement, and 
equipment. The most common ten topics at industry training programs 
were safety, leadership/supervision, sanitation, management, equipment, 
communication, cooking principles, labor relations, goal setting, and 
selection and procurement (tied with public relations). 
Similarities between Groups 
Six topics made the top ten on both lists: management, communica¬ 
tion, cooking principles, leadership/supervision, selection and procure¬ 
ment, and equipment. But even for these areas of general agreement, the 
trainers usually had a lower frequency of coverage than did the educa¬ 
tors. 
Differences between Groups 
This difference in frequency of coverage is remarkable. For ex¬ 
ample, all but two topics were covered at a majority of educational in¬ 
stitutions. In other words, only culinary arts and ecology were not 
covered at a majority (50% or more) of educational programs. But among 
trainers, 18 topics were not covered in a majority of training programs 
menu development, economics, beverage management, decision making, 
liberal arts, computers, nutrition, business law, finance, psychology, 
food science, sociology, management by objectives, productivity, tour- 
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ism, business math, culinary arts, and ecology. 
The last column in Table 8 reveals the results of the T-tests be¬ 
tween the two groups for each topic. For 23 out of the 37 topics, 
trainers were significantly less likely to cover it than were educators. 
In some cases, the differences were quite large, most notably: menu de¬ 
velopment (89.6% vs. 30%), economics (82.7% vs. 5.0%), liberal arts 
(82.7% vs. 0%), nutrition (75.8% vs. 25%), psychology (75.8% vs. 15%), 
food science (72.4% vs. 0%), sociology (72.4% vs. 10%), tourism (62.0% 
vs. 10%), and business math (62.0% vs. 5%). In each of these 9 in¬ 
stances, the difference between the two groups was 50 absolute percent¬ 
age points or more. Most of these topics could be categorized as gen¬ 
eral background material. In other words, educational programs provid¬ 
ed a broader course of study, while training programs focused more on 
practical topics of immediate applicability. 
In a very few instances, trainers reported more frequent coverage 
than did educators, but none of these differences were statistically 
significant. Again, these six areas of greater concern for trainers 
were mainly the applied ones: leadership/supervision, sanitation, 
safety, goal-setting, public relations, and energy management. 
Management Training Techniques in Use 
Educators, trainers, and trainees were asked which training tech¬ 
nique was used for each topic. Table 9 reveals the highest percent 
which was reported for each group. The frequency ranks for each group 
indicate in descending order the frequency with which each technique was 
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used. That is, the most common technique (highest percent) received a 
"1," the second most common a "2," and so on. The first column, rank of 
effectiveness, reveals the educators' average rating of effectiveness 
for each technique. Thus the techniques are listed in order of descend¬ 
ing effectiveness. 
Educators said, for example, that seminars/group discussion was 
the most effective technique, but they used lectures twice as often 
(93% vs. 46%). Trainees reported each technique as being used less 
often than did trainers. In many cases, trainees reported use of a 
technique half as often or even less than did trainers. Since without 
exception, all 16 topics were reported less frequently by the trainees, 
the difference between the trainers and trainees was quite significant 
(P<.001 by the Sign Test). 
Of the 16 techniques listed, only 5 are of key interest in terms 
of trends for the future as discussed in Chapters II and III of this 
report. These 5 are listed in Table 10. As can be seen, trainers re¬ 
ported using four of these more commonly than did educators: seminars/ 
group discussion, on-the-job training, individualized development, and 
television/videotapes. Educators reported more common use of just one 
technique: computer-assisted instruction. However, this pattern of dif¬ 
ferences was not statistically significant (P=.28). In other words, it 
could be concluded that the two groups use this set of techniques about 
the same. 
A similar analysis was performed on these same five techniques, 
but this time contrasting trainers and trainees (see Table 11). Al- 
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TABLE 10 
The Number of Educators and Trainers Using 
Various Key Training Techniques 
Technique 
m: i. • Educators Trainers Effectiveness '° 
(From Table 9) # Using % H Using % 
Seminars/Group 1 13 46% 14 70% 
Discussion 
On-the-Job Training 4 20 71% 15 75% 
Individualized 7 9 32% 9 45% 
Development 
Televisi on/Videotape 12 5 18% 10 50% 
Computer-Ass isted 14 13 46% 6 30% 
Instruction 
Note: Chi-square = 4.70; degrees of freedom = 4; P = .28. 
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TABLE 11 
The Number of Trainers and Trainees Reporting Use 
of Various Key Training Techniques 
Technique 
Trainers 
# Using % 
Trainees 
# Using % 
Seminars/Group Discussion 14 70% 64 36% 
On-the-Job Training 15 75% 116 65% 
Individualized Development 9 45% 44 25% 
Televisi on/Videotape 10 50% 20 11% 
Computer-Assisted Instruction 6 30% 23 13% 
Note: Chi-square = 9.05; degrees of freedom = 4; P = .06 
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though trainees in every case reported less usage, the pattern for just 
these five techniques failed to reach statistical significance (P=.06), 
although it came close to the P<.05 level of significance. 
Evaluation Techniques in Use 
Educators and trainers were also asked which evaluation techniques 
they used in their respective programs. Table 12 shows the results. In 
this table, the techniques are listed by descending frequency of use as 
reported by educators. The frequency ranks for educators reflect this 
sequence of descending frequency of use. The percent of trainers using 
a technique comes next, followed by their ranks ordered by descending 
frequency of use. Note that the trainers' use at a given rank level is 
always less than the educators'. For example, the educators' rank #1 
reflects a use of scheduled exams at 89%, while the trainers' rank #1 
reflects a use of oral feedback at 60%. So comparing by rank always 
reveals greater use of evaluation by the educators. According to the 
Sign Test, the difference here is significant at P<.001. 
However, the two groups differed in ranking these various tech¬ 
niques by frequency. The Spearman correlation (r$) between these two 
sets of ranking was .31, which was not significant. Thus these two 
groups were not significantly similar in their rankings, i.e., they dif¬ 
fered considerably. Thus some individual techniques were used more by 
trainers because this group gave them a higher rank. For example, 
trainers ranked oral feedback as #1, whereas educators ranked it #9. 
All told, trainers ranked several techniques at least 6 ranks higher or 
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TABLE 12 
Evaluation Techniques in Use 
Technique 
Scheduled Exams 
Practical Exams 
Supervisor Evaluation 
Term Paper 
Pop Quizzes 
Objective Questions 
Subjective Questions 
Comprehensive Exams 
Oral Feedback 
Written Feedback 
Self-Evaluation 
Research Project 
Peer Evaluation 
Computer-Assisted Instruction 
Oral Exams 
Educators Trainers 
Usinq Usinq 
Frequency Rank Frequency Rank 
89% 1 45% 4 
67% 2 55% 2 
57% 3 50% 3 
53% 4 5% 15 
50% 5.5 20% 12 
50% 5.5 30% 8 
46% 7 25% 10.5 
35% 9 25% 10.5 
35% 9 60% 1 
35% 9 40% 5 
32% 11 30% 8 
28% 12 10% 14 
25% 13 35% 6 
21% 14 15% 13 
14% 15 30% 8 
Note: Spearman correlation (rg) - .31; P>.05 
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lower than did educators. Specifically, trainers used oral feedback, 
peer evaluation, and oral exams much more than did educators, while 
educators ranked term papers and pop quizzes quite a bit higher than 
did trainers. 
CHAPTER VI 
DISCUSSION AND CONCLUSIONS 
Liberal Arts vs. Technical Training 
A recent paper by Colucci (1984) surveyed the literature on the 
relative merits of a liberal arts program vs. technical training in an 
educational curriculum. Most experts seemed to agree that a liberal 
arts background prepared students better to adjust to future changes in 
their careers, and thus provided superior preparation for an entire 
career, since specific technical skills could easily be forgotten or 
grow obsolete. On the other hand, it appeared obvious that technical 
training was more sought after among employers. It provided better op¬ 
portunities for entry level positions. 
The current research discovered a radical difference between ed¬ 
ucators and trainers with regard to this topic. At least some liberal 
arts were reported as being included in the curriculum at 82.7% of edu¬ 
cational programs, but at 0% of training programs (see again Table 8). 
Vet, by virtue of their greater overall length, educational institu¬ 
tions also were able to offer specific technical training in more dif¬ 
ferent topics. Thus educational programs seem to offer better prepara¬ 
tion for an entire life-long career. One can only assume that indus¬ 
trial training programs, which are more narrow and specific, must offer 
better training for the specific jobs in the specific industrial seg¬ 
ments they represent. 
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Computer Training 
Computers show every promise of playing an increasing role in the 
society of the future. A report by Ziegler and Alvarez (1983) suggest¬ 
ed that in the hospitality industry, the use of computers would continue 
to grow and, therefore, educational programs should prepare students to 
use computers. As Table 8 reveals, 79.3% of educational programs did 
include some instruction on computers, while significantly less (30%) 
of training programs did so. Although this represents a significant 
proportion, there is clearly room for future growth in this area of 
management training. As Ziegler and Alvarez point out, all students 
should be given basic computer literacy, and a major concentration 
should be available for those who wish to specialize in the use of com¬ 
puters in the hospitality industry. Growing use of computers will af¬ 
fect the job market, and those who lack the appropriate skills will 
more likely be displaced because corporations will have to keep up-to- 
date to remain competitive in the marketplace. 
Training Techniques in Use 
Chapters II and III discussed a number of training techniques 
which show great potential and promise for the future, as opposed to 
the straightforward lecture technique. These include computer-assisted 
instruction, setninars/group discussion, on-the-job training, individ- 
ualized development, and television/videotapes. 
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Computer-Assisted Instruction 
Although training in the use of computers was fairly common, the 
value of using computers for training purposes was ranked fourteenth in 
terms of effectiveness out of 16 techniques (see again Table 9). This 
seems especially surprising in light of the literature indicating that 
self-paced instruction using computers is highly effective, as well as 
the fairly high frequency of use among educators (it ranked seventh in 
frequency of use out of 16 techniques, with 46% reporting that they 
used it). A significant segment of trainers (30%) also reported using 
it. Perhaps its usefulness now is limited by a shortage of hardware 
(equipment) and software (programming) which is relevant to the hospi¬ 
tality industry. Perhaps as possibilities expand, hospitality manage¬ 
ment training programs will more often incorporate such training. Cer¬ 
tainly this is a versatile approach to training which has much to offer 
in terms of individualized learning, availability, and immediate feed¬ 
back for the students. This flexibility, especially with regard to im¬ 
mediate feedback, can significantly enhance learning. 
Seminars/Group Discussion 
Attending lectures can be passive, using a computer can be a solo 
activity, but seminars or group discussions require active participa- 
tion within the class as a whole. This usually creates a higher degree 
of concentration and attention to the subject at hand; it tends to in¬ 
volve or immerse the student more deeply into the material. This in¬ 
volvement can occur regardless of the exact structure or nature of the 
small group, such as management games, quality circles, etc. as dis 
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cussed in Chapter II. 
Furthermore, this is an easy technique to use. It can actually 
require less preparation and effort on the part of the teacher than 
does a full-period lecture. This is not to say that it is easy or re¬ 
quires no work on the teacher's part, but it does involve a different 
set of skills. When conducting a seminar or group discussion, he must 
plan, develop meaningful questions, keep the activity structured, and 
coordinate the class members' efforts. Sometimes he must play a very 
active guidance role, although when things are running smoothly, he can 
be more passive and allow students to learn all the more by sharing 
some of the control. 
The utility of this approach is clearly recognized, because it 
ranks first in effectiveness on Table 9. However, it ranks only fifth 
in frequency among educators (with 46% using) and fourth among trainers 
(with 70% using). It appears that trainers appreciate and use the 
technique somewhat more, but that there is considerable room for growth 
in the use of this technique among both groups. Educators should es¬ 
pecially be made more aware of the value of this approach and encouraged 
to use it more. 
On-The-Job Training 
This is by no means a new technique. In fact, it precedes the 
establishment of more formal large-scale training operations, going 
back conceptually to the time of apprenticeships. Nevertheless, as 
academic training programs developed and expanded, often practical ex 
perience was left out of the picture. In many academic institutions. 
96 
the wheel was reinvented as practical, hands-on experience was reintro¬ 
duced to students. This potentially allows students to get the best of 
both worlds--theoretical and conceptual preparation through classes and 
books first, followed by putting into practice what has been learned. 
Not surprisingly, the technique ranks high among both groups. 
With educators, it ranks third in effectiveness, with 71% using it, 
while with trainers, it ties with role-playing for 2.5 rank, with 75% 
of them using it. As high as these two figures are, there is still 
room for improvement. All students completing a hospitality management 
training program should ideally have some practical on-the-job exper¬ 
ience before taking on a full-time job. 
Individualized Development 
Not only do people begin training programs at different levels of 
readiness, but they clearly learn at different rates. A teacher giving 
a lecture can generally tell that some students already have mastered 
the material and are ready to go on, while some are learning right at 
the rate at which he is teaching, and while others are slightly behind 
or downright lost, struggling to catch up. With the lecture technique 
there is really no way around this problem in classes with standard, 
mixed compositions of students (as opposed to classes divided into dif¬ 
ferent skill tracks or ability levels). 
But with individualized development, a unique program can be 
crafted around the specific abilities, learning capacity, and needs of 
an individual student. Such a program is clearly useful, but it re- 
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quires considerably more work on the part of instructors and adminis¬ 
trators, especially those who play the mentor role. It is no wonder, 
therefore, that Table 9 reveals this technique in use among only 32% of 
educators and 45% of trainers. It ranks below the mid-point for fre¬ 
quency of use for both groups. Perhaps this technique needs more re¬ 
search and publicity to make institutions and instructors aware of its 
benefits. 
Television/Videotapes 
There is no denying that television is today the most powerful 
mass medium. But it has the power to instruct as well as entertain. 
Certainly today's generation of students, having been raised with tele¬ 
vision, willingly accepts it as an alternative to traditional lectures. 
Furthermore, recent advances in technology have made the small-scale 
videotape recorder/player quite affordable. And many companies have 
available a wealth of recorded materials which can be rented or pur¬ 
chased by training institutions. Another advantage is that, given the 
presence of a video laboratory, students can view tapes individually, 
at their own rates, and whenever time permits. Hotel/restaurant chains 
can use the technique to decentralize at least part of their training 
operations. Rather than attending training exclusively at centralized 
training centers, manager trainees can use the technique at their own 
work sites. 
In spite of this immense flexibility and utility, Table 9 indi 
cates that the technique was ranked twelfth out of 16 in effectiveness 
In terms of frequency, it ranked fifteenth among educators, with only 
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18% using it, while among trainers, it ranked seventh, with 50% using 
it. Given its advantages, the figure for trainers seems low enough, 
but only about a third of that proportion of educators used it. There¬ 
fore, it seems clear that the technique of television and videotapes 
needs to be implemented far more in the future. This appears to be a 
fruitful area for improvement of training, especially at academic in¬ 
stitutions. 
Other Techniques 
Most of the other techniques asked about were used at only a 
minority of educational institutions: role-playing (46%), case studies 
(46%), slides (43%), observation (39%), films (39%), management games 
(36%), film strips (32%), simulation (29%), and programmed instruction 
(14%). All of these present areas for expansion and greater utiliza¬ 
tion. It appears that educators tend to rely heavily, perhaps too 
heavily, on lectures (93%) and laboratories (86%). 
Another technique--teleconferencing--was discussed in Chapter II 
but was not asked about on the questionnaires since it is presumably 
too recent to have been implemented on a wide scale in the hospitality 
industry. But further developments in this area may make it a valuable 
and more widespread technique in the future. It offers many advantages 
once the capital investment in necessary equipment has been made. Par¬ 
ticipants can have at least some of the advantages of attending a live 
conference, yet all the money for travel, lodging expenses, etc. is 
saved since they can receive the material at many different sites simul 
taneously. 
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Differences Among Groups 
The differing patterns of responses between pairs of groups sug¬ 
gest areas for improvement. 
Trainer-Trainee Differences 
In general, the trainers tended to present a better picture of 
their programs than did the trainees. For example, trainers claimed 
more communication of objectives and more use of innovative techniques 
than did trainees. Why? One can only speculate that at least two fac¬ 
tors may be at work. 
First, trainers may well be exaggerating the strong points of 
their programs. This does not imply that they were deliberately lying 
or consciously distorting the truth. Rather, in their own minds, they 
probably felt that their programs really were outstanding. Just like 
parents who naturally over-estimate their children's virtues, adminis¬ 
trators and designers of training programs may perceive them as being 
more perfect than they really are. 
Secondly, the trainees may have underestimated certain qualities 
of their programs because they really weren't aware of them. Perhaps 
the instructor did communicate objectives, for example, but they missed 
that session or day-dreamed through it. Being fairly new and not fully 
oriented to their programs, they may have not yet been confronted with 
features that their instructors and administrators knew were yet to 
come. 
Which of these explanations is more correct, or the exact con- 
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tributions of each of them cannot be determined in the present research. 
But the trainer-trainee differences do suggest that educators of all 
sorts should take greater pains to communicate the nature and goals of 
their programs to students. 
Educator-Trainer Differences 
In general, the educational programs seemed more comprehensive 
and detailed than the training programs. But in certain instances, the 
trainers outdid the educators. These differences suggest room for im¬ 
provement in educational programs. 
Specifically: 
*Rather than relying so heavily on degrees and certification when 
hiring instructors, educational institutions could consider demonstrated 
skills and experience more. 
*Educational institutions could consider recruiting qualified stu¬ 
dents more aggressively from among those with experience in the hospi¬ 
tality industry. 
^Educators could emphasize more the value of industry experience 
as being an important trait for managers to possess. 
*Educators should not overlook the value of external and material 
outcomes as powerful incentives to motivate managerial performance. 
*Educational institutions should, in their management training 
curricula, retain their current breadth of topic coverage, particularly 
in general business and liberal arts, but should also emphasize super¬ 
visory/administrative training and training in technical/practical sub- 
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jects. Training in the use of computers should particularly be made 
available to all students. 
*A11 educators should strive to communicate training objectives 
fully and clearly to students, and should elicit feedback to ensure 
that they comprehend. 
*Educators should not rely so heavily on the traditional lecture 
technique for classrooms and on laboratories for practical work. These 
two techniques are useful and should, of course, be retained, but sup¬ 
plemented with some of the more innovative and useful techniques like 
seminars/group discussions, individualized development, management 
games and simulations, computer-assisted instruction, and visual aids 
like films, film strips, slides, and television videotapes. On-the-job 
training should be made available for all students. A very new tech- 
nique--teleconferencing--also shows great promise for the future. 
*Educators should similarly not rely on only the traditional eval¬ 
uation techniques like exams, quizzes, and term papers. Taking the 
lead from trainers, they could rely more on immediate feedback tech¬ 
niques like oral feedback, oral exams, and peer evaluation, which facil¬ 
itate the learning process. 
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SURyEY_TO_BLCg.MPLETED BY HOSPITALITY MANAGEMENT TRAINERS 
collected from the following survey will be used to statistic¬ 
al, *jntjyuthe management training techniques currently used within 
the food and beverage industry. The data will be analyzed to indicate 
the most popular techniques. In answering the following questions 
please kgep in mind the training of food service management personnel 
on y, and not the training of cooks, kitchen help, dining room person- 
nel) etc. 
1. 
2. 
From where do you select potential managers? (Please indicate 
percentage from each source in space provided.) 
__ Promoted from within 
_ Recruited from colleges 
_ Recruited from competitors 
___ Attracted from ads 
_ Other (specify)___ 
What traits do you look for in a potential manager? Pick the five 
most important traits in your opinion and rank order them by writ¬ 
ing #1 next to the most important, #2 next to the next most impor¬ 
tant, etc. 
Ability to train 
Sense of priority (urgency) 
Attention to detail 
Social skills 
Previous experience 
Amount of formal edu¬ 
cation 
Motivation to succeed 
Technical skills 
Oral communication skills 
Writing ability 
Intel 1igence 
Enthusiasm 
Age 
Personality 
Attitude of hospitality 
Sex 
Maturity 
Previous track record 
Please check the types of training each manager experiences and 
indicate the time spent in each: 
_ Orientation, for _ days 
_Skills training, for __ days 
_Supervisory training, for ___ days 
_ Administration, for _ days 
_General business (economics, finance, etc.) for _days 
_Refresher training, for ___ days per year 
For each type of training, please indicate the location of train¬ 
ing by placing the appropriate letter to the left. 
a. National Training Center d. School/College Campus 
b. Regional Office e. Correspondence 
c. In-House 
Orientation Administration 
Skills Training General Business 
Supervisory Training _ Refresher Training 
Of the various management training techniques listed below, please 
write the letter of each one that is used in each type of training. 
(List all that apply.) 
a. 
b. 
c. 
d. 
e. 
f. 
g- 
h. 
Role Playing 
Lectures 
Seminars/Group Discussion 
Television 
Simulation 
Programmed Instruction 
Computer-Assisted Instruction 
Management Games 
q. Other (specify) 
i. Individualized Development 
j. Laboratories 
k. Observation 
l. On-the-Job 
m. Case Studies 
n. Film Strips 
o. Slides 
p. Films 
Orientation 
Skill Training 
Supervisory Training 
Administration 
General Business 
Refresher Training 
no 
6. Are training objectives (what the potential manager is to learnl 
communicated prior to training? 
_Yes _No 
If YES, please indicate the method(s) of communication by checkinq 
as many of the following that apply: 
_Oral communication (whether live or recorded) 
_ Written hand-out 
_Visual presentation (on board, slides, etc.) 
7. In your initial training (not including refresher courses) of a 
potential manager, please check which of the following topics are 
included. 
a. Business Law t. Equipment 
b. Accounting u. Selection & Procurement 
c. Finance V. Computers 
d. Business Math w. Food Service 
e. Marketing/Merchandising X. Beverage Management 
f. Economics y. Menu Development 
g. Psychology z. Safety 
h. Sociology aa. Cooking Principles 
i. Management bb. Tourism 
j. Energy Management cc. Liberal Arts 
k. Ecology dd. Human Relations 
1. Communication ee. Culinary Arts 
m. Leadership/Supervision ff. Motivation 
n. Public Relations gg- Time Management 
0. Personnel hh. Decision Making 
P- Ethics & Social i i. Goal Setting 
Responsibi1ity jj. Management by Objectives 
q- . Labor Relations kk. Productivity 
r. 
s. 
Sanitation 
Nutrition 
11. Other (specify) 
Ill 
8. Please check the following contributing factors to effective moti¬ 
vation of managers which are found in your organization. 
a. Promotion from within 9- _ Managers given autonomy 
b. Positive working environ- h. Status 
ment 
i. Recognition 
c. Compensation 
j. Self-realization 
d. Benefits 
k. Ego-gratification 
e. Effective evaluation 
1. Other (specify) 
f. Bonuses 
9. For each type of training, please indicate the method of evalua 
tlon by placing the appropriate letter at left. (List as many as 
apply.) 
a. Pop-quizzes 
b. Scheduled exams 
c. Practical (hands-on) exams 
d. Oral exams 
e. Comprehensive exams 
f. Self-evaluation 
g. Peer evaluation 
h. Supervisor evaluation 
i. Oral feedback 
p. Other (specify) 
_ Orientation 
_ Skills Training 
_ Supervisory Training 
10. Do you require any certificati 
j. Written feedback 
k. Term paper 
l. Research project 
m. Computer assisted evalua¬ 
tion 
n. Objective questions (true- 
false, multiple choice, 
etc.) 
o. Subjective questions (essay, 
discussion, etc.) 
Administration 
_ General Business 
_ Refresher Training 
for your managers? 
Yes No 
If YES, please indicate source of certification as follows 
American Culinary Federation (ACF) 
National Restaurant Association (NRA) 
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_ American Hotel & Motel Association (AH&MA) 
_ National Institute for the Food Service Industry (NIFI) 
_Other (specify) __ 
11. Please indicate how trainers are selected by checking the follow¬ 
ing characteristics most common to those in your organization. 
_ Community College Education 
_ Bachelor's Degree 
_ Advanced Degree 
_ Hotel/Restaurant Degree 
_ Prior company experience 
_ Field experience (theoretical only) 
_Certified 
_ Previous teaching experience 
_ Previous management experience 
Demonstrated communication skills 
_ Background in foods 
Other (specify) ____ 
Please review the above list and place the number 
istic which is most important, the number "2" by 
number "3" by the next most important. 
"1" by that character- 
the next most and the 
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SURVEY TO BE COMPLETED BY HOSPITALITY EDUCATORS 
The data collected from the following survey will be used to statistic¬ 
ally identify the management training techniques currently used within 
hospitality management educational programs at the bachelor's level. 
The data will be analyzed to indicate the most popular techniques. 
answering the following questions, please keep in mind the training of 
food service management personnel. 
1. What traits do you feel are most important for a manager to pos¬ 
sess? Pick the five most important traits in your opinion and 
rank order the items by writing #1 next to the most important, 
#2 next to the next most important, etc. 
Ability to train Maturity 
Sense of priority (urgency) Enthusiasm 
Attention to detail Previous track 
Social skills 
record 
Technical skills 
Oral communication skills 
Writing ability 
Intelligence 
Age 
Previous experience 
Amount of formal education 
Motivation to succeed 
Personality 
Attitude of hospitality 
Sex 
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Please check the areas of education each student receives and 
indicate the credit hours spent in each. 
_ Introduction, for _ credit hours 
_ Food and beverage management, for _ credit hours 
_ Food preparation laboratory, for __ credit hours 
_ General business (economics, finance, marketing, etc.), 
for _credit hours 
_ Internship/cooperative work experience, for _ credit 
hours 
_ Personnel management, for _ credit hours 
_____ Computers/information systems, for _credit hours 
_ Sanitation/safety, for _ credit hours 
_ Hospitality law, for _ credit hours 
_ Energy management, for _ credit hours 
_ Nutrition, for _ credit hours 
Other related to food and beverage management (specify): 
_, for credit hours 
_, for credit hours 
_, for credit hours 
_for _ credit hours 
_, for _credit hours 
116 
3. Of the various management training techniques listed below, please 
write the letter of each one that is used in each area of educa¬ 
tion. (List all that apply.) 
a. Role Playing 
b. Lectures 
c. Seminars/Group Discussion 
d. Television 
e. Simulation 
f. Programmed Instruction 
g. Computer-Assisted Instruction 
h. Management Games 
i. Individualized Development 
j. Laboratories 
k. Observation 
l. On-the-Job 
m. Case Studies 
n. Film Strips 
o. Slides 
p. Films 
q. Other (specify) 
Introduction 
Food and Beverage 
Management 
Food Preparation 
Laboratory 
General Business 
(Economics, Finance, 
Marketing, etc.) 
Internship/Cooperative 
Work Experience 
Computer/Information 
Systems 
Sanitation/Safety 
Hospitality Law 
Energy Management 
Nutrition 
Personnel Management 
4. Are training objectives (what the potential manager is to learn) 
communicated prior to training? 
_Yes _No 
If YES, please indicate the method(s) of communication by checking 
as many of the following that apply: 
Oral communication (whether live or recorded) 
_ Written hand-out 
Visual presentation (on board, slides, etc.) 
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5. In your initial training (education) of a potential manager, please 
check which of the following topics are included. 
a. Business Law V. Computers 
b. Accounting w. Food Service 
c. Finance X. Beverage Management 
d. Business Math y. Menu Development 
e. Marketing/Merchandising z. Safety 
f. Economics aa. Cooking Principles 
9< Psychology bb. Tourism 
h. Sociology cc. Liberal Arts 
i. Management dd. Human Relations 
j. Energy Management ee. Culinary Arts 
k. Ecology ff. Motivation 
1. Communication gg- Time Management 
m. Leadership/Supervision hh. Decision Making 
n. Public Relations i i. Goal Setting 
0. Personnel jj. Management by Objec- 
tives 
P. Ethics & Social 
Responsibi1ity kk. Productivity 
q. Labor Relations 11. Other (specify) 
r. Sanitation 
s. Nutrition --- 
t. Equipment 
u. Selection & Procurement 
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6. In your opinion, which of the following factors contribute most to 
motivating managers? Pick the five most important factors in your 
opinion and rank order the items by writing #1 next to the most 
important, #2 next to the second most important, etc. 
a. Promotion from within g. Managers given 
b. Positive working environ- autonomy 
ment h. Status 
c. Compensation i. Recognition 
d. Benefits j. Self-realization 
e. Effective Evaluation k. Ego-gratification 
f. Bonuses 1. Other (specify) 
7. For each area of education, please indicate the method of evalua¬ 
tion by placing the appropriate letter at left. (List as many as 
apply.) 
a. Pop-quizzes 
b. Scheduled exams 
c. Practical (hands-on exam) 
d. Oral exams 
e. Comprehensive exams 
f. Self-evaluation 
g. Peer-evaluation 
h. Supervisor evaluation 
i. Oral feedback 
j. Written feedback 
k. Term paper 
l. Research project 
m. Computer-assisted eval¬ 
uation 
n. Objective questions 
(true-false, multiple 
choice, etc.) 
o. Subjective questions 
(essay, discussion, etc.) 
p. Other (specify) _ 
Introduction 
Food and beverage 
management 
Food preparation 
laboratory 
General business (eco¬ 
nomics, finance, market¬ 
ing, etc.) 
Internship/cooperative 
work 
Personnel management 
Computers 
Sanitation/safety 
Hospitality law 
Energy management 
Nutrition 
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Does your hospitality management program require certification 
to graduate? 
_Yes _No 
If YES, please indicate source of certification as follows: 
_American Culinary Federation (ACF) 
_ National Restaurant Association (NRA) 
_ American Hotel & Motel Association (AH&MA) 
_ National Institute for the Food Service Industry (NIFI) 
_ Other (specify) 
9. Of the various management training techniques listed below, please 
pick the five most effective techniques in your opinion and rank 
order them by writing #1 next to the most effective, #2 next to 
the next most important, etc. 
Role playing Laboratories 
Lectures Observation 
Seminars/Group Discussions On-the-Job 
Television Case Studies 
Simulation Film Strips 
Programmed Instruction Slides 
Computer-Assisted Instruction Films 
Management Games 
Individualized Development 
Other (specify) 
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SURVEY TO BE COMPLETED BY HOSPITALITY MANAGEMENT TRAINEES 
The data collected from the following survey will be used to statistic¬ 
ally identify the management training techniques currently used within 
the food and beverage industry. The data will be analyzed to indicate 
the most popular techniques. 
1. What traits do you feel will make you the most effective manager? 
Pick the five most important traits in your opinion and rank order 
them by writing #1 next to the most important, #2 next to the next 
most important, etc. 
Ability to train 
Sense of priority (urgency) 
Attention to detail 
Social skills 
Technical skills 
Technical skills 
Oral communication skills 
Writing ability 
Intel 1igence 
Age 
Previous experience 
Amount of formal education 
Motivation to succeed 
Personality 
Attitude of hospitality 
Sex 
Maturity 
Enthusiasm 
Previous track record 
2. Please check the types of training you 
indicate the time spent in each. 
_ Orientation, for _ days _ 
Skills training, for _ days 
anticipate receiving and 
Supervisory training, 
for _days 
Administration, for _days 
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-General business (econ- _Refresher training, for 
omics, finance, etc.), days per year 
for _days 
3. For each type of training, please indicate the location of train¬ 
ing by placing the appropriate letter to the left. 
a. National Training Center d. School/College Campus 
b. Regional Office e. Correspondence 
c. In-house 
_Orientation _Administration 
_Skills training _General business 
_ Supervisory training _ Refresher training 
4. Of the previous management training techniques listed below, please 
wri te 
(List 
the letter of each one that is used 
all that apply.) 
in each type of training 
a. Role playing i. Individualized devel- 
b. Lectures 
opment 
j. Laboratories 
c. Seminars/Group 
Observation Discussions k. 
d. Television 1. On-the-job 
e. Simulation m. Case studies 
f. Programmed instruction n. Film strips 
g. Computer-assisted 0. Slides 
instruction 
P. Films 
h. Management games 
q. Other 
Orientation 
(specify) 
Administration 
Skill training General business 
Supervisory training Refresher training 
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5. Are training objectives (what you are to learn) communicated prior 
to training? 
_Yes _No 
If YES, please indicate the method(s) of communication by checking 
as many of the following that apply: 
_ Oral communication (whether live or recorded) 
_ Written handout 
_Visual presentation (on board, slides, etc.) 
6. In your initial training (not including refresher courses) please 
check which of the following topics are included. 
a. Business Law 
b. Accounting 
c. Finance 
d. Business Math 
e. Marketing/Merchandising 
f. Economics 
g- Psychology 
h. Sociology 
i. Management 
k. Ecology 
1. Communication 
m. Leadership/Supervision 
n. Public Relations 
0. Personnel 
P- Ethics & Social 
Responsibility 
q. Labor Relations 
r. Sanitation 
s. Nutrition 
t. Equipment 
u. Selection & Procure- 
ment 
V. Computers 
w. Food Service 
X. Beverage Management 
y. Menu Development 
z. Safety 
aa. Cooking Principles 
bb. Tourism 
cc. _ Liberal Arts 
dd. Human Relations 
ee. Culinary Arts 
ff. Motivation 
gg- Time Management 
hh. Decision Making 
ii. Goal Setting 
jj. Management by Objec 
ti ves 
kk. Productivity 
11. Other (specify) 
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7. In your opinion, which of the following factors contribute most to 
motivating managers? Pick the five most important factors in your 
opinion and rank order the items by writing #1 next to the most 
important, #2 next to the second most important, etc. 
a. Promotion from within h. Status 
b. Positive working environment i. Recognition 
c. Compensation j. Self-realization 
d. Benefits k. Ego-gratification 
e. Effective evaluation 1. Other (specify) 
f. _Bonuses 
g. _ Managers given autonomy 
8. For each type of training you have experienced thus far, please 
indicate the method of evaluation by placing the appropriate 
letter at left. (List as many as apply.) 
a. Pop-quizzes i. Oral feedback 
b. Scheduled exams j. Written feedback 
c. Practical (hands-on) exams k. Term paper 
d. Oral exams 1. Research project 
e. Comprehensive exams m. Computer-assisted evaluation 
f. Self-evaluation 
g. Peer evaluation 
n. Objective questions (true- 
false, multiple choice, etc.) 
o. Subjective questions (essay, 
h. Supervisor evaluation 
p. Other (specify) 
discussion, etc.) 
Orientation Administration 
Skills Training General Business 
Supervisory Training Refresher Training 
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9. Of the various management training techniques listed below, please 
pick the five most effective techniques in your opinion and rank 
order them by writing #1 next to the most important, #2 next to 
the next most important, etc. 
a. Role playing i. Individualized Development 
b. Lectures j. Laboratories 
c. Seminars/Group Discussion k. Observation 
d. Television 1. On-the-Job 
e. Simulation m. Case Studies 
f. Programmed Instruction n. Film Strips 
g. Computer-Assisted 
Instruction 
o. Slides 
p. Films 
h. Management Games 
q. Other (specify)_ 
10. Please indicate the length of time you have been in your present 
management training program. 
____Days Weeks Months 
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MAILING LIST OF HOSPITALITY INDUSTRY TRAINERS 
Mr. John L. Avella 
Corporate Director of Training 
& Development 
HOWARD JOHNSON'S 
220 Forbes Road 
Braintree, MA 02184 
Mr. David A. Brady 
TGI FRIDAY'S 
P.0. Box 400329 
Dallas, TX 75240 
Ms. Kathleen Browning 
THE BROWN DERBY 
7850 N. Field Road 
Bedford, OH 44146 
Mr. Bob Buford 
TACO BELL 
17381 Red Hill Avenue 
Irvine, CA 92714 
Mr. Troy D. Campbell 
Vice President 
Management Development & 
Quality Assurance 
MR. STEAK, INC. 
5100 Race Court 
Denver, CO 80216 
Mr. Marc D. Clark 
PONDEROSA STEAK HOUSE 
656 Quince Orchard Road, #307 
Gaithersburg, MD 20760 
Mr. Mike R. Conner 
CORK N CLEAVER 
1007 Pearl Street, Suite 200 
Boulder, CO 80302 
Mr. Robert L. Copeland 
Director of Management Development 
SAGA CORPORATION 
5340 Holiday Terrace 
Kalamazoo, MI 49009 
Mr. Richard J. Cortes 
OGDEN FOOD SERVICE CORP. 
Ill Waldemar Avenue 
East Boston, MA 02128 
Mr. Larry L. DeChant 
Director of Training 
HILTON INNS, INC. 
303 South Broadway 
Tarrytown, NY 10591 
Mr. Patrick D. Evans 
HOFFMAN HOUSE RESTAURANTS 
P.0. Box 8066 
Madison, WI 53708 
Ms. Nancy K. Fairfield 
GILBERT/ROBINSON, INC. 
P.0. Box 16000 
Kansas City, MO 64112 
Mr. John C. Galloway 
BURGER CHEF SYSTEMS, INC. 
P.0. Box 927 
Indianapolis, IN 46206 
Mr. Thomas W. Gathers 
Manager of Training 
CASA GALLARDO 
P.0. Box 28662 
1009 Executive Parkway Drive 
St. Louis, MO 63141 
Mr. Jerry M. Goldstein 
Training & Organization Develop¬ 
ment 
MARRIOTT CORPORATION 
International Headquarters 
Marriott Drive 
Washington, D.C. 20058 
Mr. Bruce L. Goodwin 
Manager, Training & Recruitment 
HARLEY HOTELS, INC. 
2100 Terminal Towers 
Cleveland, OH 44113 
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Mr. Richard Gormley 
Director of Training & 
Quality Assurance 
Staff Services 
MARRIOTT CORP. 
Food Service Management 
Division 
Marriott Drive 
Washington, D.C. 20058 
Ms. Penny Greenwood 
Manager, Training & Manpower 
Development 
DOBBS HOUSES, INC. 
5100 Poplar Avenue 
Clark Tower Building 
Memphis, TN 38137 
Mr. Scott Gross 
CHURCH'S FRIED CHICKEN, INC. 
P.0. Box BH001 
San Antonio, TX 78284 
Ms. Marjorie Gusick 
GREYHOUND FOOD MANAGEMENT, INC. 
Greyhound Tower, Station 3104 
Phoenix, AZ 85077 
Mr. Michael Hamilton 
Director of Operations 
MEXICAN FOODS OF AMERICA, INC. 
720 S. Colorado Blvd., Suite 570 
Denver, CO 80222 
Mr. Thomas G. Harrison 
GINO'S INC. 
215 West Church Road 
King of Prussia, PA 19406 
Mr. R. James Healy 
BOREL RESTAURANT CORPORATION 
2700 Campus Drive 
San Mateo, CA 94403 
Hr. Walter F. Hiller, APD 
Director, Field Human Resources 
KENTUCKY FRIED CHICKEN 
P.0. Box 32070 
Louisville, KY 40232 
K. J. Jahoda 
Director of Training & Develop¬ 
ment 
GRACE RESTAURANT COMPANY 
2701 Alton Avenue 
Irvine, CA 92714 
Ms. Betty Rae Johnson 
DISNEY HOTEL-WRATHER CORP. 
1150 W. Cerritos Avenue 
Anaheim, CA 92802 
Mr. Richard A. Johnson 
Manager, Training & Development 
Disney University 
WALT DISNEY WORLD 
P.0. Box 40 
Lake Buena Vista, FL 32830 
Mr. Thomas B. Johnson 
Director 
HOLIDAY INN EXECUTIVE CONFERENCE 
CENTER 
11200 E. Goodman Road 
Olive Branch, MS 38654 
Mr. Marvin J. Kopp 
STRAW HAT RESTAURANT CORP. 
6400 Village Parkway 
Dublin, CA 94566 
Mr. Jim Marsh 
TACO VIVA, INC. 
P.0. Box 5328 
Lighthouse Point, FL 33064 
Mr. James V. Mitchell 
GARCIA'S RESTAURANTS, INC. 
4350 E. Camel back Rd., Ste. 130B 
Phoenix, AZ 85018 
Ms. Patricia Miville 
THE BIG CHEESE PIZZA CORP. 
1130 Haskell 
Wichita, KS 67213 
Ms. Virginia Morgan 
DANKOS ENTERPRISES, INC. 
P.0. Box 9504 
Richmond, VA 23228 
129 
Mr. Richard J. Mott 
THE STOUFFER CORPORATION 
29800 Bainbridge Road 
Solon, OH 44139 
Mr. David E. Newman 
BURGER QUEEN ENTERPRISES, INC. 
P.0. Box 6014 
Louisville, KY 40206 
Mr. John M. Ofsharick 
ARBY'S INC. 
52 Executive Park, South, NE 
Atlanta, GA 30329 
Terry L. Pellman 
STEAK N SHAKE, INC. 
One Indiana Square, Ste. 2610 
Indianapolis, IN 46204 
Mr. Paul D. Petit 
Manager, G. M. Programs 
HOLIDAY INN UNIVERSITY 
11200 E. Goodman Road 
Olive Branch, MS 38654 
Mr. Thomas R. Purcell 
Director, Human Resources 
Marriott Hotels 
MARRIOTT CORPORATION 
International Headquarters 
Marriott Drive 
Washington, D.C. 20058 
Mr. Thomas W. Reed 
PAWNSHOP RESTAURANTS 
5205 Leesburg Pike, Ste. 1407 
Falls Church, VA 22041 
Mr. Kurt S. Rensink 
CHART HOUSE, INC. 
666 Jefferson St., Ste. 800 
Lafayette, LA 70501 
Mr. H. Frederick Romine 
Manager of Training & Development 
GROUND ROUND RESTAURANTS 
220 Forbes Road 
Braintree, MA 02184 
Mr. Melvin Ruiz 
ZIM'S RESTAURANTS 
2015 Lombard Avenue 
San Francisco, CA 94123 
Ms. Linda R. Schafer 
RED LOBSTER INNS OF AMERICA 
6770 Lake Ellenor Drive 
Orlando, FL 32809 
Mr. Donald G. Schoenbrun 
POPEYES FAMOUS FRIED CHICKEN 
1333 So. Clearview Parkway 
Jefferson, LA 70121 
Ms. Martha Shepherd 
MAGIC PANS, INC. 
40 Francisco St. 
San Francisco, CA 94133 
Mr. Richard V. Skaugh 
COUNTRY KITCHEN INTERNATIONAL 
7800 Metro Parkway 
Minneapolis, MN 55420 
Mr. Thomas Tousignant 
Manager, Restaurant Training 
PERKINS CAKE & STEAK 
4000 West 78th Street 
Bloomington, MN 55435 
Mr. Benjamin F. Turner 
Manager of Training 
Roy Rogers Restaurants 
MARRIOTT CORP. 
International Headquarters 
Marriott Drive 
Washington, D.C. 20058 
Ms. Kathy P. Weber 
Professor/Curriculum Develop¬ 
ment 
MCDONALD'S HAMBURGER UNIVERSITY 
2010 East Higgins Road 
Elk Grove Village, IL 60007 
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Mr. William V. Widman 
IHOP CORP. 
6837 Lankershim Blvd. 
North Hollywood, CA 96105 
Mr. David Zemmelman 
Senior Director 
Management Development & Training 
PIZZA HUT, INC. 
9111 East Douglas 
Wichita, KS 67208 
Mr. Richard A. Zurburg 
Training & Development 
Food & Beverage Training 
HOLIDAY INNS, INC. 
3796 Lamar Avenue 
Memphis, TN 38195 
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MAILING LIST OF HOSPITALITY EDUCATORS 
George T. Alley 
School of Food Administration, 
Hotel, Tourism 
Rochester Institute of Technology 
One Lomb Memorial Drive 
Rochester, NY 14623 
Richard L. Almarode 
Hotel and Restaurant Adminis¬ 
tration 
Florida State University 
Tallahassee, FL 32306 
Roy S. Alonzo 
Thompson School of Applied 
Science 
Food Service Management 
Barton Hall 
University of New Hampshire 
Durham, NH 03824 
Mel Barrington 
Hotel, Restaurant & Tourism 
Administration 
College of General Studies 
University of South Carolina 
Columbia, SC 29208 
John J. Bilon 
Hotel and Restaurant Management 
School of Business 
James Madison University 
Harrisonburg, VA 22807 
Polly Buchanan 
Food Service Management 
Mercy College of Detroit 
8200 West Outer Drive 
Detroit, MI 48219 
Thomas W. Cal nan 
Hotel and Restaurant Management 
University of Maryland-Eastern Shore 
Princess Anne, MD 21853 
Wallace S. Camper 
Hotel, Restaurant & Institu¬ 
tional Management 
Bryant College 
Smithfield, RI 02917 
Joseph J. Cioch 
Restaurant, Hotel & Institu¬ 
tional Management 
105 Stone Hall 
Purdue University 
West Lafayette, IN 47907 
Gilbert Cobb 
Food Service & Hospitality 
Management 
Department of Marketing 
School of Business 
Ferris State College 
Big Rapids, MI 49307 
Richard J. Comings 
Hotel and Restaurant Management 
Churchill Hall 
Northeastern University 
Boston, MA 02115 
Martha Curry 
Department of Business and 
Economics 
Huston-Tillotson College 
1820 East Eighth Street 
Austin, TX 78702 
Raymond A. Dault 
Restaurant and Hotel Management 
School of Engineering & Tech- 
nol°gy n . ... 
Indiana University-Purdue Uni¬ 
versity at Indianapolis 
799 West Michigan Street 
Indianapolis, IN 46202 
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Paul Dittmer 
Hotel/Resort/Tourism 
New Hampshire College 
2500 North River Road 
Manchester, NH 03104 
H. A. Divine 
Seattle Center for Hotel & 
Restaurant Administration 
Washington State University 
1108 East Columbia 
Seattle, WA 98122 
Nova S. Dowden 
Department of Hotel & Resort 
Management 
East Stroudsburg State College 
East Stroudsburg, PA 18301 
S. W. Fletcher, III 
Hotel, Restaurant & Travel 
Administration 
Foint Laboratory 
University of Massachusetts 
Amherst, MA 01003 
Chuck Gee 
School of Travel Industry 
Management 
University of Hawaii 
2404 Maile Way 
Honolulu, HI 96822 
Shirley Gibbs 
Food, Nutrition & Institutional 
Management 
Academic Complex 
Western Kentucky University 
Bowling Green, KY 42101 
Nancy Graham 
Institutional Foods Laboratory 
U.P.0. Box 708 
Morehead State University 
Morehead, KY 40351 
Clayton Grimstad 
School of Hotel & Restaurant 
Management 
University of Denver 
University Park 
Denver, CO 80208 
Mary J. Hitchcock 
Tourism, Food & Lodging 
Administration 
220 Home Economics Building 
University of Tennessee 
Knoxville, TN 37916 
Emmett Hodgkins 
Hotel, Restaurant and Tourism 
Administration 
Transylvania University 
P.0. Box 160 
Lexington, KY 40508 
Douglas C. Keister 
Hilton College of Hotel and 
Restaurant Management 
University of Houston 
4800 Calhoun 
Houston, TX 77024 
Gerald W. Lattin 
School of Hotel, Food and 
Travel Services 
Florida International University 
Tamiami Campus 
Miami FL 33199 
Dante Laudadio 
Hotel & Restaurant Administra¬ 
tion 
Todd Hall 
Washington State University 
Pullman, WA.99164 
Donald Lundberg 
Department of Hotel & Restaurant 
Management 
California State Polytechnic 
University 
Pomona, CA 91768 
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Margaret McCarthy 
Hotel and Restaurant Administra¬ 
tion 
University of Southern Mississippi 
P.0. Box 8245 
Southern Station 
Hattiesburg, MS 39401 
Ken W. McCleary 
Hospitality Services Administra¬ 
tion 
204 North Hall 
Central Michigan University 
Mt. Pleasant, MI 48859 
E. C. Nebel, III 
School of Hotel, Restaurant & 
Tourism Administration 
University of New Orleans 
Lakefront 
New Orleans, LA 70122 
Gary Page 
Hospitality and Tourism 
Management 
Au Sable Hall 
Kirkoff College 
Allendale, MI 49401 
E. Francis Pauze, Jr. 
Hotel and Restaurant Management 
Mercyhurst College 
East 38th Street 
Erie, PA 16546 
Leo M. Renaghan 
Food Service and Housing Ad¬ 
ministration 
19 Human Development Building 
The Pennsylvania State University 
University Park, PA 16802 
Ronald L. Russell 
Department of Home Economics 
206 Johnson Hall 
Bowling Green State University 
Bowling Green, OH 43403 
J. Anthony Samenfink 
Dietetics, Foodservice Adminis¬ 
tration, Hotel & Restaurant 
Management 
Home Economics Building 
University of Wisconsin-Stout 
Menomonie, WI 54751 
Mel Sandler 
Hotel Administration Program 
McConnell Hall 
University of New Hampshire- 
Whittemore School 
Durham, NH 03824 
Farrell Siddens 
Food Services 
Crowder College 
P.0. Box 2 
Neosho, M0 64850 
Donald Smith 
School of Hotel, Restaurant & 
Institutional Management 
424 Eppley Center 
Michigan State University 
East Lansing, MI 48824 
Marion Spears 
Restaurant Management 
Justin Hall 
Kansas State University 
Manhattan, KS 66506 
Jerome J. Vallen 
College of Hotel Administration 
University of Nevada 
5400 Maryland Parkway 
Las Vegas, NV 89154 
Peter Van Kleek 
Culinary Arts and Food Service 
Department 
John & Wales College 
One Washington Avenue 
Providence, RI 02903 
Lloyd Young, Jr. 
Hotel, Restaurant Management Program 
School of Business Administration 
Virginia State University 
Box K 
Petersburg, VA 23803 

